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ABSTRACT 
This study explored the views of employees about counselling services at one 
organisation in a bid to understand factors that hinder or encourage employees to use 
counselling services and in turn help improve such services in the workplace. The study 
was guided by four main objectives which were to ascertain the perceptions of 
employees with regards to counselling as a service in the workplace; explore the 
perceived factors that encourage employees to participate in workplace counselling; 
explore the perceived factors that prevent employees from participating in workplace 
counselling; and provide recommendations to management and EAP practitioners on 
the provision of counselling services at the organisation. 
The study was a qualitative study which adopted an interpretive phenomenological 
research design. The population for this study was 4000 employees at one organisation 
situated in Johannesburg, South Africa. The name of this organisation is not mentioned 
in the research paper as requested by the organisation. The study used a semi 
structured interview schedule to collect data which had a wide range of questions 
pertaining to the perception and use of counselling.  Using purposive sampling method, 
data was collected from 10 participants, five participants who had used the workplace 
counselling service and five participants who had not but were aware of its existence in 
the organisation. Participants were chosen on the basis that they had worked in the 
organisation for at least three years. Data analysis was done using Braun and Clarke’s 
(2006) six-step guide to conducting thematic content analysis. 
The findings indicate that both participants who had and those who had not used the 
service agreed that it was a vital service to have in the workplace. However, there was 
a lot of stigma surrounding the service in terms of confidentiality and it being perceived 
as a weakness to attend counselling. Participants also cited access to information on 
counselling services, work related issues, influence of workplace counselling on 
personal well-being, the role of counsellors, organisational factors and culture and 
beliefs as factors encouraging or discouraging their use of the service. Limitations of 
the study were discussed as they pertained to the recruitment of participants by 
wellness manager, the exclusion of type of work or job title as part of demographic 
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information to be explored and lack of clarity on some interview questions on interview 
schedule.  
To counteract negative perceptions of workplace counselling and encourage more 
employees to make use of the service, recommendations were made in the final chapter 
of this study. Raising awareness of workplace counselling in organisations was 
recommended as participants indicated that there was not enough information available 
on workplace counselling services. The training of managers was also suggested as 
these often have an influence on wellness culture and identifying employees who may 
need workplace counselling. Another recommendation was that cultural sensitivity 
amongst counsellors needs to be emphasized as culture and religious beliefs play a key 
role in the help-seeking behaviour of employees. Finally, a needs assessment could be 
implemented to identify what employees need to help restructure and improve the 
service. 
The study concludes with suggested areas for further study, including an in-depth study 
into the role of culture in workplace counselling, the biographic and demographic 
characteristics of employees and their relationship to workplace counselling and the role 
of incentives related to workplace counselling. 
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CHAPTER 1 
 INTRODUCTION 
 
1.1 INTRODUCTION 
Poor mental health is one of the biggest challenges in the workplace today. A recent 
study reveals that South Africa has the second highest level of stress worldwide 
(Chivere, 2016). According to Wissing (2013) stress and anxiety are the most 
commonly experienced mental health issues in the workplace and combined they 
have a negative psychological impact on employees. South African organisations 
are undergoing rapid and substantial changes which include new technologies, 
growing competition on an international level and new legislation (Weiten, 2014). As 
a result of these developments, employees may experience high levels of stress 
and this manifests in the various aspects of employees’ lives (Wissing, 2013). 
Rothman and Boschmans (2015) note that absenteeism escalates due to stress 
related factors experienced by employees. Similarly, Robbins (2009) points out that 
absenteeism costs South Africa 12 to 16 billion rand annually. In addition to 
contributors of stress in the workplace, factors that are non-work related also have a 
tremendous impact on the well-being of employees. In particular, conflict within the 
home environment can lead to burn out, low productivity and decreased motivation 
at work. Furthermore, Wissing (2013) describes mental wellness as a state in which 
individuals have the ability to cope with normal stresses of life (Wissing 2013). The 
inability to cope can have adverse effects on the employee both personally and 
professionally. It is therefore imperative that services are provided to address 
mental health issues at the workplace. 
 
According to Parks and Steelman (2008) employees experience a wide range of 
stressors which emanate from both their personal and professional lives. These 
include relationship problems, mental health issues as well as organisational 
challenges such as restructuring, bullying in the workplace and poor job 
performance. Chan (2011) argues that no person is insusceptible to problems and 
often these problems, whether personal or professional, can have debilitating effects 
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on employees at work. When these problems are not addressed they can become 
worse and eventually affect productivity. This causes an additional burden for the 
South African economy as a significant number of employees are sick or absent 
from work due to both mental and physical challenges (Linde, 2015). Seiberhagen 
(2008) explains that though unrecognized, illness such as anxiety and depression 
and other mental illnesses account for the growing accounts of absenteeism in the 
workplace to a large extent. Not only do unaddressed psychosocial issues cause 
emotional challenges - they can potentially cause physical illness such as 
hypertension and heart disease (Linde, 2015).  
 
Counselling services in the workplace are one of the ways that several companies 
have implemented to address mental health challenges experienced by employees 
(Linde, 2015). Growing research has identified a positive correlation between 
provision of counselling and reduced absenteeism, increased productivity and 
improvement in people management skills (Sharar, Pompe, & Lennox, 2012). 
Counselling programmes have grown steadily in South Africa as employers realise 
that the most important component is human resources. Taking into consideration 
the viewpoint of Mayo (1933), the needs of employees should be valued and 
explored in order to increase productivity and create successful businesses. 
Geldard and Geldard (2010) further explain that other psychological realities in the 
workplace include transference and counter transference, depression, low self-
esteem and burnout. Counselling in the workplace has been known to adequately 
address some of the psychological realities and help employees achieve self-
awareness, self-acceptance, achieve behavioural and cognitive change (Geldard & 
Geldard, 2010). As part of the role of occupational social work, counselling plays a 
key role in assisting employees in their personal problems through various support 
services.  
 
Additionally, Izzat (2014) explains that counselling has long been a tool used to 
successfully address psychosocial workplace challenges. Mayor (2006) infers that 
6,5% of employees use workplace counselling services each year. Ninety percent of 
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employees who use that service have reported satisfaction with these services and 
report that it helps boost their work performance. Furthermore, there was a 25% 
decrease in absenteeism and sicknesses after the counselling was conducted. 
Counselling services have also been reported to have a positive effect on job 
commitment and work functioning (Mayor, 2006). Likewise, Cooper et al. (1990) 
argue that the number of days lost through absenteeism decreased after 
implementation of counselling. In general, counselling has a positive effect on 
employee wellbeing and the productivity of an organisation. However, its emergence 
in the African context needs a closer analysis as it pertains to factors that may 
encourage or discourage employee participation such as stigma, cultural values and 
perceptions of management about the service (Oramah, 2013).  
 
1.2 PROBLEM STATEMENT 
The rising popularity of workplace counselling and organisations that provide this 
service implies that organisations recognise the need to address mental health in 
the workplace (Linde, 2015). However, according to McLeod (2010), perceptions of 
employees with regards counselling services offered in the workplace have not been 
adequately explored. Sangweni (2006) points out that employee attitudes and 
perceptions on employee wellness programmes greatly influence the participation of 
employees in programmes such as workplace counselling.  
 
McLeod (2010) further adds that though counselling has been identified as a tool to 
address growing mental health challenges in the workplace, many employees do 
not make use of counselling services. This corresponds with the views of Bunoti 
(2011) that found that workplace counselling has been established but many 
employees do not make use of this service. Arend (2008) concurs in stating that a 
huge challenge remains in the South African context on how to encourage 
employees to participate in wellness programmes such as counselling in the 
workplace. 
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1.3 JUSTIFICATION OF THE STUDY 
The perceptions of employees about counselling services at the workplace could 
assist social workers and other EAP practitioners to improve on service delivery that 
best meets the needs of the employees. Ascertaining the perceptions of employees 
concerning workplace counselling in this study could help identify what changes 
social workers and other Employee Assistance Programme (EAP) practitioners 
could make to create a more positive wellness culture within organisations and 
encourage employees to make use of the service. Consequently, it was crucial to 
ascertain the perceptions of employees regarding counselling so as to improve the 
service, making it more accessible, appealing, efficient and ultimately more cost 
effective for employees (Linde, 2015).  
 
The study highlights the challenges and hurdles facing staff at the organisation 
under study which influenced their psycho social functioning therefore showing the 
need for counselling services as one of the tools to address these challenges. The 
study provides information to various stakeholders such as management to amend 
policies and structure that encourage participation. It could also help improve 
implementation of the service in line with the specific concerns and challenges that 
the staff experience. 
 
Additionally, possible factors that influence participation in wellness programmes 
were explored such as cultural and organisational factors that influence workplace 
counselling to determine effective strategies that could be employed to engage 
participants in making use of the counselling programme (Bunoti, 2011).  
 
1.4 AIM AND OBJECTIVES 
The aim of the study was therefore to explore the views of employees about 
counselling services at one organisation which is situated in Johannesburg so as to 
help improve counselling services in the workplace.  
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The objectives of the study were set to:  
1. Ascertain the perceptions of employees with regards counselling as a 
service in the workplace. 
2. Explore the perceived factors that encourage employees to participate in 
workplace counselling.  
3. Explore the perceived factors that prevent employees from participating in 
workplace counselling. 
4. Provide recommendations to management and EAP practitioners on the 
provision of counselling services at the organisation. 
 
      1.5 RESEARCH QUESTIONS  
The study sought to answer the following two main questions: 
 
1. What are the perceptions that employees have pertaining to the 
counselling service in the workplace? 
2. What are the perceived factors that encourage employees to participate in 
counselling at the workplace? 
1.6 SCOPE OF THE STUDY 
The organisation where this research was conducted is situated in Johannesburg. It is a 
company that provides financial investment and insurance solutions. Founded in South 
Africa in 1957, it has continuously shown commitment to promoting mental wellness at 
the workplace by offering counselling services to its employees from outsourced social 
workers. Currently, the organisation provides services to 18 countries in Africa. Its focus 
is on guiding individuals, families and companies grow their own wealth through 
providing information on investment and insurance. In addition to this, the organisation 
is heavily involved in several community projects in rural South African communities, 
particularly in the primary and secondary as well as tertiary education sector. The study 
was confined to the perceptions surrounding workplace counselling and perceived 
factors that influence employee participation in the workplace counselling service.   
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1.7 PRELIMINARY LITERATURE REVIEW 
The literature review explores various factors that influence how employees make use 
of workplace counselling services. Positive perceptions of workplace counselling 
encourage employees to make use of the service. The literature suggests that 
generally, employees view counselling as a positive benefit to both the employee and 
the organisation as a whole (Sharar et al., 2012). Studies have shown that employees 
believe counselling assists to not only impact change in the organisation but also helps 
employees manage their personal needs and adapt to rapid changes (McLeod & 
Henderson, 2003). According to Arend (2008), it was found that a large number of 
employees have a high regard for the role of workplace counselling arguing that 
amongst other things counselling helps reduce grievances, conflicts and dismissals. In 
support of this McLeod (2010) shows that counselling interventions reduce absenteeism 
in companies by up to 50%.  These positive perceptions of the efficiency of counselling 
at the workplace could encourage employees to make use the service.                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                        
 
 However, it is important to point out that due to the sensitivity of the subject matter and 
the sociocultural connotations attached to counselling, it may still be surrounded by 
stigma. This makes it difficult for employees to seek treatment because they generally 
do not perceive counselling positively (Coetzee & Roythorne-Jacobs, 2007). In addition 
to this, issues around confidentiality play a key role in how counselling is perceived by 
employees (Chivere, 2016). Often confidentiality is compromised by those using or 
contemplating using counselling services as such use may affect how their colleagues 
and employees view them (Chivere, 2016). These factors may impede employees from 
participating in counselling services. These factors that both encourage and prevent 
employees from making use of counselling services are explored further in Chapter 2.  
 
The literature also explores recommendations made to help encourage employees to 
make more use of the service, including training and support from management. 
Counsellors need to be trained in best practice so as to address challenges of 
employees within the workplace context (Wissing, 2013). Furthermore, organisations 
need to ensure that mental health is positively perceived in the workplace and highly 
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encouraged by management. This approach creates an open atmosphere where people 
can utilise services (Wissing, 2013).  
 
The two major theoretical frameworks that inform this study are human relations theory 
and the ecological systems theory. While the human relations theory emphasises that 
employees have human needs which should be supported by various services in the 
workplace such as workplace counselling, the ecological systems theory helps to show 
the various elements that could influence employees’ participation of workplace 
counselling including culture, work and family life as well as changes that the employee 
has no control over. 
The human relations theory postulates that an employee is a person whose 
effectiveness is determined by his or her social wellbeing (Grobler & Warnich, 2011). It 
suggests that the amount of social support, security and sense of belonging offered is 
more important in determining work productivity than physical work conditions (Erasmus 
& Schenk, 2008). Counselling is a major component in the social support of the 
employee by influencing the emotions, attitudes and feelings of employees thus 
affecting employee productivity (Linde, 2015). 
The ecological systems theory as it pertains to workplace counselling illustrates how 
employees are influenced by four distinct layers, namely the microsystem, mesosystem, 
macrosystem and exosystem. Chadee (2011) explains that it is important to note that 
the environment in which people function has a lot of influence in the choices that 
people make and the views they have, especially pertaining to mental well-being in this 
study. How systems interact in the various layers provides understanding of what 
motivates or discourages people from making use of counselling services in the 
workplace. Both theoretical frameworks, factors influencing the participation of 
employees in workplace counselling services and recommendations are explained in 
more detail in Chapter 2. 
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1.8 RESEARCH METHODOLOGY 
The research methodology in this study is a qualitative approach. The research design 
selected is an interpretive phenomenological research design since the study purposed 
to explore how counselling services in the workplace was perceived by employees at 
the selected organisation (Donalek, 2004). The population for this study was 4000 
employees at one organisation situated in Johannesburg, South Africa. Purposive 
sampling was used to select a sample size of ten participants from the population. 
These participants only included individuals who had worked for the organisation for at 
least three years. From these ten participants, five employees that had participated in 
counselling services within the last two years were selected. The student also selected 
five other participants who had never participated in counselling services. This selection 
allowed understand deeper understanding of the diverse perceptions of employees on 
counselling as a wellness programme in the workplace by both those who had used the 
service and those who had never used the service but knew it was available within the 
company. 
 
Recruitment of the participants was done by approaching the wellness manager as the 
gate keeper to help select at least ten participants for each category. After this initial 
identification, the researcher then proceeded to make a selection from these 
prospective participants. The researcher received a list of potential participants from the 
wellness manager and five from each category were identified based on their availability 
and how closely they aligned to the criteria stated such as the number of years they had 
worked at the organisation.  
 
Once the researcher had secured written permission from management, she then met 
with the selected participants face to face to explain the rationale for this study. The 
researcher then sent an email to all participants including a letter which introduced the 
participants to the purpose and objectives of the research, credentials of the researcher 
as well as the informed consent letter for participants to sign. The consent form included 
details of the purpose of the study, time and information required from participants as 
well as ethical considerations. Furthermore, the risks, benefits and ethical 
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considerations of the study were enclosed in both letters. The participants responded 
only to the researcher through the contact details provided.  
 
In order to gather data from the participants, the researcher used in-depth interviews. A 
semi-structured interview schedule was used to conduct the interviews. The interview 
questions asked are elaborated further in Appendix F. A pilot study with two employees 
from another organisation was used first to refine the questions for this study. The data 
collection for the main study commenced after the pilot study. The data from these 
interviews was captured by voice recording participants and writing down verbal and 
non-verbal communication as the participants spoke. All interviews were transcribed 
verbatim by the student. Data analysis was done using Braun and Clarke’s (2006) six 
step guide to conducting thematic content analysis which involves allowing the 
researcher to become familiar with data, generate initial codes, search for themes, 
review themes, define and name themes and then finally to produce a report from these 
themes that spoke to the aim of the research (Swartz et al., 2013).  
 
In order to ensure rigour and trustworthiness, Lincoln and Guba (1985) indicate that four 
main components should be considered which are credibility, transferability, 
dependability and confirmability. To ensure credibility, the study used member checking. 
To ensure transferability the researcher used thick description. A confirmability and 
dependability audit trail were used to ensure confirmability and dependability. More 
detailed information on the research methodology is provided further in Chapter 3.  
 
1.9 DEFINITION OF KEY TERMS AND CONCEPTS  
The key concepts used in the study are discussed in this section, namely: 
Employee 
An employee is an individual hired by management for wages or salary. The employee 
is under the control of management or the executive level (Cole, 2003). Another 
definition is that an employee is an individual besides an independent contractor who 
works for another individual or conducts the business of the employer.  
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Within the context of this study, employees refer to individuals who perform duties on 
behalf of the organization (Parks & Steelman, 2008). 
 Workplace 
Newenham (2014) refers to workplace as a place or building where people conduct their 
professional obligations. Csiernik (2014) further adds that the workplace is the location 
where employees conduct their duties while adhering to managerial rules, regulations 
and expectations. Within the context of this study workplace refers to the environment 
where employees perform their roles and duties. 
Workplace Counselling 
It is a therapeutic intervention provided to employees by the organisation and is often 
paid for by the employer (Choudhury, 2012). In addition, Chan (2011) further explains 
that it is part of the many employee wellness programmes aimed to improve employee 
well-being, work performance and mitigating liability and cost to employers.  Within the 
context of this study workplace counselling is a support intervention offered to 
employees of an organisation which is usually short term in nature and provides 
employees the opportunity to address both personal and professional challenges that 
affect their performance at work. Counsellors in the workplace help employees come up 
with solutions to their own problems and develop healthy coping mechanisms to their 
challenges (Choudhury, 2012).   
Workplace Stressors  
Workplace stressors are factors that cause harm to the emotional and physical well-
being of employees emanating from the personal and professional life of the employee 
(Roy, 2014). Newenham (2014) further explains that workplace stressors are due to 
conflicting demands in one's job that begin to affect both their personal lives and 
professional performance. Within the context of this study workplace stressors refer to 
the personal and professional challenges that negatively affect the work performance of 
an employee that may require counselling. 
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Mental health 
According to Oramah (2013) mental health is a state of psychological well-being in 
which individuals are able to operate at a satisfactory level as it pertains to the 
emotional and behavioural attributes of an individual. According to WHO (2013) mental 
health is “a state of well-being in which every individual realizes his or her own potential, 
can cope with the normal stresses of life, can work productively and fruitfully, and is 
able to make a contribution to his or her community.” Within the context of this study, 
mental health refers to a state of well-being in which an individual copes healthily with 
the stresses of life, works productively and makes a positive contribution to their society.  
1.10 STRUCTURE OF THE STUDY 
Chapter 1: Introduction  
This chapter outlined the background, definition of key concepts as well as aims and 
objectives. It also included the preliminary literature review, methodology and the ethical 
considerations taken in formulating and conducting the study. The general aim of the 
study was to explore views of employees regarding workplace counselling. This was 
further broken down into objectives and research questions. The preliminary literature 
review highlighted various factors that influence people’s decisions that encouraged or 
discouraged use of workplace counselling services. It also highlighted human relations 
theory and the ecological systems theory as the frameworks of the study. Key concepts 
such as employee, workplace, workplace counselling, workplace stressors and mental 
health were also defined in the context they were used in this study.  Furthermore, the 
steps taken to analyse data were explored in brief. Lastly the ethical considerations 
followed in this study were explored including confidentiality, voluntary participation and 
informed consent, confidentiality, anonymity and privacy as well as protection from 
harm. 
 
Chapter 2: Literature review 
This chapter provides an overview of the relevant literature related to counselling 
services in the workplace, specifically, risk factors in the workplace were explored as 
well as workplace counselling as an intervention of mental health in the workplace, 
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access to counselling services in the workplace, effects of counselling and factors that 
influence participation of employees with regards to workplace counselling services. 
Recommendations on how to improve workplace counselling were also explored. 
Furthermore, the human relations theory together with the ecological systems theory 
are comprehensively examined as frameworks of this study.  
 
Chapter 3: Methodology  
This chapter provides a detailed account of how the research was carried, including the 
research approach and design, research population and sampling strategy, data 
collection method, research process, data analysis to ensure rigour and trustworthiness. 
The decision to choose qualitative approach as an approach to the study is examined in 
this chapter as well as the interpretive phenomenological research design. The general 
description of the population and purposive sampling are examined to ensure that the 
relevant people with the right information were selected from the population. The 
chapter explains how participants were recruited, together with the semi structured 
interview as a method of collecting data. The chapter highlights Braun and Clarke’s six 
step guide to conducting thematic content analysis and how trustworthiness and rigour 
were upheld. Lastly ethical considerations upheld by the researcher including 
confidentiality, voluntary participation, informed consent and protection from harm as 
ethical considerations are provided in detail.  
 
Chapter 4: Presentation of findings  
This chapter discusses the findings from the interviews as well as the analysis and 
interpretation of data obtained from these interviews. These are illustrated through 
figures, charts and tables. These findings are grouped in the following themes: 
employees’ perceptions of the workplace counselling service, access to counselling 
services, influence of counselling on work related issues, influence of workplace 
counselling on personal well-being, role of counsellors, organisational factors 
influencing workplace counselling, culture and beliefs and finally recommendations to 
improve workplace counselling at the workplace. 
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Chapter 5: Conclusions and recommendations 
This chapter summarises the findings, and submits the conclusions drawn from the 
findings and some recommendations on how to improve counselling services. 
Limitations of the study were discussed in this chapter including the recruitment of 
participants by wellness manager, the exclusion of type of work or job title as part of 
demographic information to be explored and lack of clarity on some interview questions 
on interview schedule which could potentially introduce a degree of bias in the study. 
Recommendations include raising awareness of workplace counselling in organisations, 
training of managers, cultural sensitivity amongst counsellors and needs assessment to 
identify what employees need. The chapter concludes with identifying areas for further 
study, including a closer look at culture and its influence on workplace counselling, 
biographic information of employees and the influence these have on their use of 
workplace counselling and the use of incentives in motivating employees to use work 
place counselling services. 
 
1.11 ETHICAL CONSIDERATIONS 
The purpose of ethics when conducting research is to safeguard participants from being 
inhumanely treated and that protection of participants’ well-being is upheld (Swartz et 
al., 2013). Counselling at the workplace is often surrounded by stigma due to various 
organisational and cultural issues (Sangweni, 2006). It was therefore vital to ensure 
ethics were upheld. The research received Ethics Approval from the University of 
Johannesburg Ethics Committee (Appendix B) as well formal written permission to 
conduct the research from the organisation (Appendix A). The student made sure that 
the following ethical requirements were met.  
 
1.11.1 Voluntary participation 
The participants confirmed that their participation was voluntary. The researcher 
ensured that participants completed and signed a consent form in this regard and did 
not involve any financial gains. They could therefore withdraw from their participation in 
the research without any ramifications at any stage of the research. According to Babbie 
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(2013) participants decide to participate in research studies on a full understanding of 
what the study entails as well as the nature and purpose of the research. 
 
1.11.2 Informed consent 
This ethical consideration is based on the fact that researchers need to uphold the 
autonomy of participants (Lo, 2010). Therefore, there was no manipulation in recruiting 
participants as it was clarified what the research entailed including the purpose, risks, 
benefits and procedures detailed in the consent form. The gate keeper also had a firm 
understanding of what was expected of the organisation and participants so as to make 
an informed decision in allowing the research to take place at the company. Information 
regarding the methodology procedures was explained to both the gate keeper and 
participants.  
 
1.11.3 Confidentiality 
According to Frederick et al. (2012) confidentiality involves protection of information 
received in the research process. Since counselling touches on both the personal and 
work life of the employee, the researcher ensured that all information remained 
confidential to protect the employee from embarrassment or harm to personal or 
professional relationships. This data was stored safely with password protection on 
computer.  Data was also destroyed when no longer required by the research. The 
study used pseudonyms in place of participants’ actual names in the final report after 
the interviews were transcribed. The student also upheld privacy through conducting 
interviews in private and comfortable settings preferred by the employee. Issues 
surrounding confidentiality were also stipulated in the consent form as well as limitations 
to the confidentiality. The organisation stipulated that it would not want its name to be 
revealed in the research document. Therefore, the study only refers to the organisation 
under study as “the organisation” in order to respect the confidentiality of the company. 
Confidentiality is not only a sign of respect towards participants but it protects 
participants from any harm that could be brought from divulging information (Lo, 2010). 
 
  
15 
 
1.11.4 Protection from harm 
The motivation behind ethics in research is to protect participants from harm (Lo, 2010). 
The study ensured that the questions did not lead to disclosure of emotionally 
provocative issues that intentionally caused distress to participants. It was not 
anticipated that this research would bring any form of distress for participants, however 
if this occurred, further sources of support and information they could access was given 
if the participant indicated they needed further counselling. The participants in this case, 
were given details of other counselling service providers such as ICAS, an organisation 
which the company contracted to provide workplace counselling services or counselling 
services from social workers in private practice in the Johannesburg area. As Babbie 
(2013) has it, researchers may trigger something within participants that may cause 
them to experience emotional distress whether from past or present events. It was 
therefore important to be sensitive and provide further assistance if this occurred.  
 
1.12 CONCLUSION 
This chapter offered a general outline on the study with regards background, objectives, 
preliminary literature review as well as the methodology and ethical considerations of 
the study. The next chapter explores in detail the literature review and the theoretical 
framework of the study. This section reviews the various schools of thought on the 
subject matter and assesses the views of others that make up the body of knowledge.  
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CHAPTER 2 
LITERATURE REVIEW 
2.1 INTRODUCTION   
Mental health continues to be a health challenge in the workplace within and outside of 
South Africa (Chitindingu, 2012). With the advent of advanced mechanization, economic 
recession, a rise in unemployment and poverty, these factors have had an adverse 
effect on the workforce (Chivere, 2016). According to Chivere (2016) mechanization and 
global economic challenges in particular affect how work is structured, its content and a 
demand in the increase of skills. This leads to employees experiencing an immense 
amount of pressure on their psychological, cognitive and social competencies (Caroll, 
1996). Arend (2008) further explains that a range of issues are associated with poor 
mental health in the workplace. These include bereavement, relationship challenges 
both at work and the home environment, addiction, financial issues especially with 
regards to debt as well as addictions (Arend, 2008). Mental health programmes are 
therefore vital in ensuring that employees have the tools they need to cope 
psychosocially with the growing challenges at the workplace (Coetzee & Roythorne-
Jacobs, 2007). 
 
Many organisations are motivated to implement mental health interventions for profit but 
evidence also suggests there is a shift from monetary motivations to more human 
related motivations (Carroll & Walton, 1999). Businesses are beginning to understand 
that in order for their companies to be successful they need to not only ensure profits 
but that employee well-being is upheld (Cole, 2003). Linde (2015) further adds that the 
workplace has the potential to provide a culture that is supportive psychologically to its 
employees. A workplace that promotes mental health can potentially boost productivity 
and performance (Chivere, 2016). It can help a person cope with change and difficult 
situations which is vital for challenging economies (Chandrasekar, 2011).  
 
In addition to this, Grobler and Warnich (2011) show that employees are increasingly 
expecting employers to create a culture of mental wellness. Employers are expected to 
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take more responsibility for employee’s health particularly mental health (Kitani, 2014). 
According to the Nutrition and Health Foundation (2015) people are putting more 
responsibility on their employers to promote mentally healthy environment at the 
workplace. Geldard and Geldard (2012) further support this view point stating that given 
the number of hours that employees spend at work, it would be beneficial to encourage 
health and well-being in the workplace.  
  
According to World Health Organisation (2015), there are three main pillars that make 
up workplace wellness: the physical, social and emotional pillars.  Mental health 
wellness in the workplace is part of the emotional wellness pillar (Employee Health and 
Wellness Strategic Framework for the Public Sector, 2008). Emotional wellness is 
described as “awareness and control of feelings, as well as a realistic, positive, self-
valuing and developmental view of the self, ability to deal with conflict and life 
circumstances, coping with stress and the maintenance of fulfilling relationships with 
others” (Adams et al., 1997, p.1). In addition, Oramah (2013) explains that mental 
wellness is a process of one managing one’s own feelings and maintaining a positive 
attitude. Fineman (2013) suggests that emotional and mental well-being can be largely 
attributed to one’s level of anxiety, depression and self-control, all of which can have a 
huge impact on the employee’s abilities to perform his duties. 
 
Literature suggests that though there has been growing attention on the well-being of 
workers through the rise of employee wellness programmes in South Africa, mental 
health is still not a key priority in the workplace (Linde, 2015). Rantanen et al. (2004) 
suggests that in general, mental health is prioritised differently from organisation to 
organisation. Bunoti (2011) further explains that there seems to be a substantial 
difference between how mental wellness in the workplace is prioritised in industrial and 
developing countries. Industrialised countries place emphasis on both internal aspects 
of wellness such as emotional wellbeing while developing countries tend to prioritise 
dangerous occupations (Bunoti, 2011). This implies that the majority of organisations in 
developing countries place emphasis on physical health issues and neglect mental 
health ones that may affect the employee.  
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Recent statistics from Mental Health Summit in Johannesburg show that there is an 
increase of 22.7% of people with mental health disorders (SADAG, 2018). Mental health 
challenges are the third cause of hospital admissions in South Africa, indicating that this 
is an area that needs attention (SADAG, 2018). In South Africa, it is estimated that less 
than 10% of mentally ill people will receive some form of treatment (SADAG, 2018). Of 
the people with mental health disorders, several are employees which affects 
absenteeism, productivity and interpersonal interactions with other employees (Chivere, 
2016). Friery (2006) therefore emphasises that employers need to recognise the 
legitimate concerns for the mental well-being of employees. Robbins (2009) concurs 
and adds that it is the responsibility of employers to ensure that there are measures put 
in place to produce a conducive environment for mental wellness. This includes 
programmes such as counselling which Ertekin (1993) found to be the most effective 
measure in addressing mental disorders. 
 
 In this chapter various challenges that employees experience and that have an impact 
on the mental health of employees are discussed. Counselling as an intervention is 
examined and the implications it has on the employee and the organisation as a whole 
as well as the factors that influence employees from participating in counselling 
services. Recommendations are identified on ways to improve employee participation in 
counselling services at the work place. Finally, the human relations theory and the 
ecological systems theory are situated as theoretical frameworks for this study. 
 
2.2 RISK FACTORS IN THE WORKPLACE 
According to Van Breda (2014) there are different risk factors employees experience in 
the workplace. These factors increase the chance of harm or make employees 
vulnerable to more serious conditions. These risk factors can be categorised into 
external stressors, internal stressors and the employee’s own personal stressors. 
Internal stressors are located within the organisation and are found in the organisational 
structure, policy or management (Van Breda, 2014). These include fraud, rapid changes 
in the organisation and changes in technology. Changes within the organisation require 
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adjustments from employees which can cause stress, especially when changes are 
implemented too rapidly without the necessary training and information essential for 
adaptation (McLeod, 2001). There may also be internal conflicts pertaining to 
relationships within the organisation (Van Breda, 2014). The Commission for 
Conciliation, Mediation and Arbitration (2018) states that there are hundreds of 
complaints that come through the complaints board with employees citing bullying, 
exclusion, unwanted sexual advances and unfair treatment based on an individual’s 
demographic characteristics. These are top complaints within the work setting in South 
Africa. As a result of these internal stressors, employees may experience workplace 
stress which in turn influences their work performance.  
Employee personal stressors emanate from the employee’s personal life (Van Breda, 
2014). These include employee’s physical health, personal problems emanating from 
the home environment and mental health problems (Gyllensten, Palmer & Farrants, 
2005). Kassim (2010) adds that these stressors have the potential to spill into the work 
of employees thus affecting their ability to concentrate in the workplace.  
External stressors are located outside the organisation and can influence work 
performance. These include things occurring in the structural stratosphere such as 
economic recession, political instability and environmental changes (Van Breda, 2014). 
In the fast-paced modern world, globalisation and mechanisation have a direct impact 
on the workplace rapidly changing to accommodate these changes (Kassim, 2010). 
These external factors can have a great influence in making employees vulnerable to 
stress.  
A closer examination of these stressors are examined below. 
2.2.1 Internal stressors 
2.2.1.1 Relationships within the organisation 
In 2012 the Health and Safety Executive reported that 40% of illnesses that are work 
related are caused by stress emanating from conflicts within the workplace (HSE, 
2012). More specifically, research has also shown that bullying, work pressure and lack 
of managerial support are top reasons employees experience high levels of stress at 
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work (CCMA, 2018). In addition to this, Parks and Steelman (2008) explain that a great 
source of stress emanates from organisational issues such as negative interpersonal 
relationships between co-workers, unrealistic workloads and deadlines and sometimes 
a negative organisational culture. The function of interventions such as counselling 
allows employees to garner coping mechanisms to deal with these issues and develop 
solutions to their own problems through conflict management (McLeod, 2010).  
2.2.1.2 Rapid changes within the organisation 
Rapid changes within organisations arise from a wide range of issues. These may be 
linked to technological changes, particularly as companies swing from manual ways of 
labour to mechanisation and automation (Linde, 2015). This in itself requires employees 
to learn a new set of skills and knowledge. Some changes are related to company 
policy that requires employees to take less leave days to maximise work output (Mayor, 
2006). These various changes affect employee wellbeing as they may bring increased 
stress levels that in turn affect work performance.  
2.2.2 Personal stressors 
2.2.2.1 Personal problems 
The boundary between the personal lives of employees and their work becomes more 
interlinked in situations whereby challenges begin to affect work performance (Cole, 
2003). For example, a breakdown of marriage in the life of the employee is a personal 
problem which may affect the concentration and mental state of the employee. Cole 
(2003) further argues that organisations need to be willing to understand issues 
affecting employees outside the workplace. Additionally, McGregor, Cunningham, and 
Caverly (2008) state that any issue that begins to affect the performance of the 
employee at work should be addressed within the safe and confidential space of 
workplace counselling whether the issue emanates from the personal or the 
professional life of the employee. 
 
2.2.2.2 Physical health as a result of poor mental health 
Poor mental health can also lead to a wide range of physical illness as a result of lack of 
unaddressed stress (Morrison & Nolah, 2007). These include coronary heart disease, 
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stroke and diabetes. This can directly be caused by impact that stress has on the body 
or indirectly through dependence on negative lifestyle patterns such as alcohol abuse or 
smoking (Chadee, 2011). Promotion of mental health is therefore not just a good add on 
to the workplace but a necessity that ensures a positive and healthy workforce.   
 
2.2.2.3 Mental illness 
Many employees have experienced or have mental illnesses such as depression, 
anxiety disorders and substance abuse relating to mental illness (Nyasha et al., 2013). 
According to a recent research conducted by the Department of Health, 16.5% of the 
South African population had a mental disorder (SADAG, 2017). The research further 
showed that 43% of people with HIV experienced mental health challenges (SADAG, 
2017). Many of the people in this category do not receive mental health care services. 
These illnesses can present challenges that make it more difficult for the employee to 
work (Geldard & Geldard, 2012). Depression, for example, is often associated with low 
mood, lack of concentration, isolation, lack of interest in daily activity and feelings of 
worthlessness (Ertekin, 1993). It also affects how people think and see life and 
situations including their work environment. Cognitive symptoms of depression include 
poor concentration, forgetfulness, problem solving difficulties and indecisiveness which 
all have a negative impact on an employee’s work (Chadee, 2011).  
 
With regards manifest symptoms at work, employees experiencing mental illness often 
tend to withdraw from others and have extended leave of absence (Cheng, 2012). 
Unfortunately, Chambers (2010) points out that due to so much stigma surrounding 
mental illness particularly in the cooperate environment, many employees suffer in 
silence and would rather die than seek help. When mental health issues go undetected 
this can result in hospitalisation or disruption in the person’s work and communities 
(Chambers, 2010). Cheng (2012) indicates that long work hours and employees who 
tend to be away from family and friends for extended periods of times can also lead to 
some mental disorders. The workplace conditions can therefore be a cause of mental 
health disorders and mental health disorders disrupting a person’s ability to work 
effectively (Fineman, 2013). 
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2.2.2.4 HIV in the workplace 
HIV in the South African workplace context plays a key role in discussing challenges 
experienced by employees as it presents a wide range of unique problems for the 
employee. Many of these issues presented by employees with HIV have included 
prejudice, stigma and discrimination (Khomanani, 2004). Fourie (2006) explains that 
infected employees experience stress, anxiety and sometimes depression as they deal 
with the illness in their lives. He further explains that HIV creates challenges that affect 
not only the physical health of an employee but the mental health as well. Jackson 
(2013) therefore suggests that employers must create a supportive environment that 
encourages mental, physical and social well-being for all.   
 
When these various stressors are not dealt with employees become more vulnerable 
leading to the disruption and breakdown of the workplace (Fineman, 2013).  
Interventions such as counselling help to strengthen protective systems for clients to 
overcome challenges in their lives (Collins et al., 2012). According to Rothman and 
Boschmans (2015) counselling in the workplace can potentially strengthen support 
networks such as interpersonal relationships, cohesiveness and resolving conflicts. 
Counselling can help clients conduct problem solving (Fineman 2013). Roy (2014) 
agrees that a collaborative relationship with the employee and counsellor generates 
possible solutions. Sometimes the problem lies in the structure of the organisation 
which can then be reported back to management to solve the problem (Seibenberg, 
2008). Counselling also encourages harmony. Harmony is defined as striking a balance 
between different aspects of a person’s life including their work and personal life which 
leads to a sense of happiness and usefulness (Roy, 2014). Both areas of life can have a 
tremendous impact on one another as personal issues can intrude on work and vice 
versa (De la Rey, 2012). In addition to this Seibenberg (2008) explains that counselling 
explores the systems where problems emanate from and help find solutions for them. 
Counselling can therefore be a tool to address different stress factors to bring about a 
sense of harmony. 
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2.2.3 External stressors  
2.2.3.1 Globalisation  
According to Weiten (2014) South Africa is undergoing extensive transformation from 
various factors such as globalisation, poverty, unemployment and HIV. Therefore, 
employees experience high levels of stress and this is likely to manifest in the various 
aspects of employees lives including performance levels in the workplace. Globalisation 
results in an increase in cultural diversity which may require a need for more employee 
training and new policies and guidelines that need to be adopted to (Weiten, 2014). 
There may also be changes in wages for employees due to outsourcing of employees 
from different parts of the world. For this reason, it is imperative to understand the role 
that workplace counselling plays in helping employees navigate these changes. 
2.2.3.2 Political changes 
Political changes may inspire changes in law and policy. This in turn affects legislation 
particularly policies around labour in the workplace (Wissing, 2013). Political unrest can 
also cause economic instability which in turn affects wages and output in companies. 
Disruptive politics may also affect the emotional wellbeing of employees. Anxiety and 
stress from employees may be a result of uncertainties within the political structure 
which also influences restructuring and unemployment rates (Wissing, 2013).    
2.3 WORKPLACE COUNSELLING AS AN INTERVENTION OF MENTAL HEALTH 
Counselling is the act of assisting a client to have a positive perception and positive 
behaviours with regards experiences about life challenges that help generate positive 
change and help clients function effectively (Geldard & Geldard, 2012). Roy (2014) 
explains that counselling involves two parties including the individual seeking assistance 
and the other who is professionally trained to solve the problems to direct him towards 
the desired goal. Historically, workplace counselling has deep psychotherapeutic 
characteristics such as helping people deal with addictions and other emotionally 
related issues (Roy, 2014). Now it is widely used more loosely to accommodate 
managers, supervisors and human resource managers that must give support to 
employees (Sieberhagen, 2011). However, Chan (2011) explains that workplace 
counselling is a specialised service carried out by professionals trained to deal with both 
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personal and work challenges of employees. It is therefore different from support 
offered by individuals without the specific specialisation. Similarly, Newenham (2014) 
points out that counselling in the workplace is an employee psycho social support 
intervention to help address mental health challenges in the workplace. It is often a brief 
intervention, six to eight sessions approximately, and requires specialised mental health 
practitioners who are able to deal with both professional and personal challenges 
(Geldard & Geldard, 2012). It often comprises face to face counselling, telephonic 
helplines as well as critical incident debriefing and legal advice (Roy, 2014). It is the 
duty of the employer to ensure that employee wellness programmes are provided to 
employers to combat challenges that can potentially affect productivity.   
 
With the escalation of various challenges in the workplace, there has been a rise in 
workplace health promotion widely in the form of employee wellness programmes. 
These are considered to be beneficial in combating absenteeism, controlling health care 
costs, improving productivity, and workforce retention (Choudhury, 2012). Csiernik 
(2014) agrees and further explains that counselling forms a very vital part in the 
employee wellness programmes as it helps address performance anxieties, relationship 
issues and suicidal thoughts. Likewise, Csiernik (2014) points out that although these 
issues are not unique to the workplace context, they have a tremendous impact on 
performance by workers and overall production. 
 
There are various models implemented by counsellors in workplace counselling as part 
of their intervention with employees. These include cognitive behavioural therapy, crisis 
intervention model, problem solving and solution focused therapy (Roy, 2014). Many 
workplace counsellors have opted to have an eclectic approach and therefore choose 
theoretical frameworks that are relevant for each client. However, Carrol (1996) points 
out that organisations and counsellors that offer this service tend to favour brief 
therapies such as solution focused therapy and crisis intervention model. Most EAP or 
workplace counsellors contract a number of six to eight sessions with each client 
(Carrol, 1996). Chan (2011) argues that the strongest motivation by most organisations 
to take up brief therapy models in their interventions is more economic than the client’s 
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needs. The number of workplace counsellors, the amount of time employees will be 
away from work and waiting lists can play a part in determining which approaches 
workplace counsellors use (Carrol, 1996). As a result, brief models such as solution 
focused therapy are often regarded as suitable.  
 
As it pertains to this study, it is important to note that perceptions and experiences that 
employees have regarding workplace counselling may be influenced by the approaches 
used in counselling at the workplace. Some employees may prefer a brief approach that 
allows them to return to their work faster (Carrol, 1996). Sometimes the issue that 
requires counselling detects how long the employee needs to be in therapy (Carrol, 
1996). Chan (2011) explains that the issue may require a brief intervention and others 
may prefer a more in-depth approach which may take more time. It is therefore pertinent 
to point out that how employees perceive counselling can be influenced by the type of 
intervention model used. 
  
Seibenberg (2008) states that there are three levels of workplace interventions: primary, 
secondary and tertiary interventions. Primary interventions focus on altering stress in 
the workplace. Secondary interventions focus on employees who are already exhibiting 
signs of stress such as psychosomatic symptoms. Secondary interventions include 
coping strategies to help employees cope with the stress. Tertiary interventions are 
applied to employees experiencing serious stress related health problems such as 
clinical depression and anxiety (Seibenberg, 2008). Given the definitions above I 
believe that workplace counselling is an intervention tool to deal with the different levels 
of workplace stress. Though there are several support structures that exist in the 
workplace such as fellow co-workers, human resources management and supervisors, 
it is important to note that specialised services need to be provided to combat workplace 
related psychological issues, a view point strongly supported by Chan (2011). 
 
2.4 ACCESS TO COUNSELLING SERVICES IN THE WORKPLACE  
Employees access counselling services through two main ways which are self-referrals 
and referrals from managers (Cole, 2003). Self-referrals occur when the employee 
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chooses counselling services based on their own needs. This is often done in the most 
confidential way possible. The contact made is also completely confidential which 
allows for employees to freely approach services that would best address their needs. 
Employees have an option to approach management to take time off for the purposes of 
attending counselling (Cole, 2003). 
 
Pertaining to referrals by management, this involves management being concerned with 
an employee mostly but not restricted to their regularity of absence from work (Cole, 
2003). Robertson and Cooper (2010) point out that a challenge with this is that many 
employees often feel coerced which may affect the benefits reaped from counselling 
services. Counsellors are trained to act as mediators between employee and employer 
in order to reach resolutions (Carroll &Walton, 1997). Counsellors are also trained to 
write confidential reports when they need to report back to management. Counsellors 
can give information on the presenting problems of the employee to the employer to 
allow for analysis and identification of trends (Carroll &Walton, 1997). 
 
Franklin (2003) explains that employees who wish to participate in counselling often 
approach human resources and express their desire to see counsellors for a wide range 
of issues. Human resources then contact the counsellors whether they exist in house or 
are outsourced by the organisations. Employees also reach out to counselling services 
by contacting telephonic clinicians or counsellors they can see face to face (Franklin, 
2003). It is therefore vital that the organisation ensures that information pertaining to 
counselling services is readily available to employees who seek to access these (Carroll 
&Walton, 1997).  
 
2.5 EFFECTS OF WORKPLACE COUNSELLING  
This section below explains further how workplace counselling influences the 
organisation and the employee. 
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2.5.1 Effects of counselling on the organisation 
The role of counselling can be assessed through understanding and examining its 
function in organisational culture, health and work effectiveness (Cole, 2003). Harter et 
al. (2010) further denotes that the reality is that some companies due to the nature of 
their work will experience more stress than others, however the attitude of the 
employers to set up a mentally healthy work environment through various initiatives 
such as workplace counselling, will determine the results that can be reaped from these 
initiatives.  Though benefits include monetary benefits, literature has also shown a wide 
range of non-financial benefits such as increased strengthening of the employer-
employee psychological contract, good publicity for the organisation as well reduced 
absenteeism and increased comradely amongst co-workers (Cole, 2003).  
 
Counsellors are expected to have an understanding of culture of the organisation and 
both personal and workplace issues that may affect employees work (Sharar et al., 
2012). Having knowledge on the various stakeholders involved in the mental health of 
employees as well as the conflicts that may arise with regards to the needs of the 
employee, employer and organisation is important. In light of this, Linde (2015) explains 
that a range of skills such as coaching, trauma management, crisis management and 
mediation become pertinent. 
 
Aspects to be discussed below are how counselling affects the reputation of the 
organisation, conflict resolution, a culture of openness with regards to mental health 
issues, improvement of organisational culture, litigation and legal issues, policy change 
and organisational transformation, organisational sustainability and cost reduction 
 
2.5.1.1 Reputation of organisation 
Mental health initiatives, particularly workplace counselling also has an impact on the 
public reputation of an organisation (Carroll, 1996). This will most likely have a positive 
effect on potential investors, recruits and public contracts. He further explained that it 
can also attract customers as it sends a message that an organisation that puts effort in 
ensuring the mental well-being of their employees is concerned not only in financial gain 
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but cooperate social responsibility. A good organisational reputation is strongly linked 
with the promotion of mental health which may lead to a healthy stimulating 
environment and personal development. Similarly, Jackson (2013) states that it also 
improves the reputation of an organisation as it gives the impression that the 
organisation cares about their workers. 
 
In the same way, WHO (2013) states that employers can benefit from promoting mental 
health by increasing their public image. This is important to encourage promoters that 
their companies care for their employees. Quinn Health Care (2011) further explains 
that it also increases the psychological contract between employer and employee as it 
gives the employee the impression that employers care about their mental well-being. 
By the same token Agdubu and Uzel (2010) indicate that counselling is a tool in 
organisations that can improve organisational image.  
 
2.5.1.2 Conflict resolution 
Sometimes counselling is favoured by many managers because it removes pressure 
from managers with regards to dealing with difficult work situations such as conflict 
between employees and management (Kassim, 2010). According to the CCMA (2018), 
when employees express complaints of in-house harassment or bullying for example, 
there are procedures that need to be followed to address the concerns of employees. 
Part of these procedures is to evaluate if employees will need psychosocial assistance 
to deal with the ramifications of any form of abuse in the workplace (CCMA, 2018). 
Counselling can also be used in conflict resolution situations particularly when there are 
issues between co-workers that can potentially disrupt work functioning (Morrison and 
Noran, 2007). In a real sense counselling therefore helps build comradely in the 
organisation as healthy workplaces consist of healthy relationships. Collins et al. (2012) 
further implies that the implementation of counselling services promotes solidarity and 
organic support networks can be established. Employees reported in a study conducted 
during the Global Corporate Challenge that they felt better due to psychological health 
initiatives as they managed to resolve conflicts and learnt the skills to successfully cope 
with conflict (Blackwell & Eilon 2013).  
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Feltham (1997) explains that counselling is often used as part of the disciplinary 
process. Counselling is appropriate in the disciplinary process in cases whereby the 
employee is not performing up to standard and where the breach of authority is 
comparatively minor. A more serious line of disciplinary action will be appropriate when 
counselling has failed to achieve what was desired (Feltham, 1997). Counselling is 
therefore part of disciplinary action in many organisations. 
 
2.5.1.3 A culture of openness with regards to mental health issues 
Carroll (1996) acknowledges that counselling further helps people in the workplace 
change the way they think and talk about emotional challenges and difficult problems. 
An openness about mental challenges helps encourage an atmosphere that promotes 
mental health seeking behaviours such as counselling in organisations.  
 
2.5.1.4 Improvement of organisational culture 
Employees are now gravitating towards how safe they feel in an organisation, how 
meaningful is the work and how available supervision is for them (Newenham, 2014). 
This means that there is a shift between monetary benefits to more psychological needs 
amongst employees (Burke & Richardson, 2014). Employers are therefore expected to 
foster organisational cultures that revolve around the personal growth and development 
of their employees (Newenham, 2014). Positive and healthy workplace culture is 
something that present-day employee’s value as they look to be a part of companies 
with an environment that allows for collaboration and social interaction (Deloitte, 2010). 
Wissing (2013) agrees that there is an emphasis on health and well-being rather than 
just organisational culture that solely promotes financial benefits. Therefore, introducing 
counselling services can help create a positive psycho social culture and attract a 
generation of employees seeking organisations that promote holistic growth. 
 
 2.5.1.5 Litigation and legal issues 
The purpose of workplace counselling is first and primarily to provide extra support to 
employees however McLeod (2001) suggested that another important reason why 
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organisations conduct counselling is because it acts as a shield against litigation. It 
also assists with risk assessments. Kassim (2010) explains that counselling can help 
identify and mitigate compliance and employment risks. Counselling can help issues of 
harassment as well as a variety of disputes and conflicts that arise in the organisation 
before they become legal matters (Kassim, 2010). 
2.5.1.6 Policy change and organisational transformation 
Counselling at the workplace is often comprised of employees sharing issues pertaining 
to challenges experienced at work and working with the counsellor to find a way to cope 
with these challenges (McLeod, 2001). Cole (2003) further infers that understanding 
these issues presented in counselling sessions also provide organisations with vital 
information which can help identify problems within the organisational culture, staff, 
structure, processes or policies.  
 
2.5.1.7 Organisational sustainability 
Hancock, Cooper, and Haynes (2014) takes a futuristic view and points out that with an 
aging workforce, long term mental health in the workplace and overall employee 
wellbeing will become a vital component in sustainable planning for companies. WHO 
(2012) adds that a successful future in a globalizing marketplace can primarily be 
secured through mentally, physical and socially healthy employees. Physical diseases 
such as heart disease caused by stress and unhealthy coping mechanisms as an 
attempt to curb stress can all be reduced through counselling at it helps people cope 
healthily with their problems (McLeod, 2010).  
 
2.5.1.8 Cost reduction 
Workplace Counselling can also help cut down on costs by cutting down on the amount 
of money companies need for employee health care (Berry et al., 2010). Berry et al. 
(2010) further states that implementation of counselling services can have tax 
incentives and available grants with 26% reduction in health care costs. Indirect cost of 
mental disorders that go untreated outweigh the direct treatment cost by a factor of 
almost six (South African Depression and Anxiety Group, 2018). In short it is more 
expensive to leave mental health issues untreated than it is for workplaces not to try 
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and offer services to employees experiencing mental health challenges. SADAG (2018) 
further notes that depression is reported to cost South Africa more than R232 billion 
because of lost productivity either due to absenteeism or not being able to engage in 
work due to the disorder.  
 
2.5.2 Effects of counselling on the employee 
Lack of mental health services such as counselling not only has an effect on 
organisations but on employees (McLeod, 2010). Such effects include staff turnovers, 
sickness absence and burn out and decreased motivation. Promoting a mentally healthy 
organisation will promote a healthy self-esteem, improved morale and improved general 
sense of being (McLeod, 2010). The WHO (2013) explains that the workplace directly 
affects the mental, social and economic well-being of employees and it is therefore not 
surprising that programmes such as counselling are put in place to promote health in 
these areas which brings tangible and in tangible benefits to employees. Counselling 
contribute to employee wellness in terms of the following, namely promoting work life 
balance, prevention of preventable diseases, increases psychological capital, 
addresses psychosocial issues and employee engagement. These aspects will further 
be discussed below. 
 
2.5.2.1 Promoting work life balance 
Sharar et al. (2012) pointed out that employees reported that health initiatives such a 
workplace counselling helped them handle their work life balance, how to prioritize 
different areas of their lives and overall concentration was improved. Work only consists 
as one aspect of the life of on an employee. However, there are different aspects of the 
employee’s life that require their attention. A disruption in one aspect of the employee’s 
life may cause a disruption in their professional duties (Grobler & Warnich, 2011). 
Workplace counselling can therefore help address issues in various aspects of the 
employee’s life and assist in maintaining that healthy balance between the employees 
professional and personal life.    
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2.5.2.2 Prevention of preventable diseases 
According to the World Economic Forum (2013) preventable illnesses make up 70% of 
the burden of illness and its associated costs such as heart disease and diabetes. With 
a focused programme such as counselling services that can be accessed through work, 
these preventable diseases can be prevented and enhance the general health of 
employees. Depression for example is believed to co-occur with other preventable 
diseases such as cardiovascular disease and Wissing (2013) reports that depression 
occurs in 17% of people with cardiovascular diseases. Berry et al. (2010) suggests that 
mental health challenges such as anxiety and depression often lead to preventable 
conditions such as heart failures, strokes and obesity. Workplace counselling can help 
relieve stress and find healthy coping mechanisms to address work life issues (Sharar 
et al., 2012). 
 
2.5.2.3 Increases psychological capital 
Robertson and Cooper (2010) points out that employees with high levels of 
psychological well-being perform better than those struggling with various mental 
challenges. Psychological capital involves understanding the well-being and state of a 
person. He further notes that psychological capital is often based on resilience, 
optimism and self-efficacy. These are an important resource for employees to reach 
their goals. Employers therefore need to provide services that can enhance 
psychological capital. The employer benefits from a more engaged and motivated 
employee which in turn creates a positive work environment (Robertson & Cooper, 
2010). McLeod (2010) further indicates that counselling improves and boosts the 
positive psychological capital of employees as counselling has the capacity of 
empowering, encouraging and showing people their potential. In this way there is a 
positive co relation between counselling and the psychological capital of employees. 
 
2.5.2.4 Addresses psychosocial issues 
There is overwhelming evidence that has shown the effectiveness of counselling in 
tackling work related psychosocial issues experienced by employees (McGregor et al., 
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2008). Research has shown that absenteeism is reduced, there are fewer accidents at 
work and more job satisfaction occurs when people implement counselling in the work 
place (McGregor et al., 2008). The effectiveness of counselling is often evaluated by 
levels of stress, depression and attitude at work (Cole, 2003). Weiten (2014) further 
advocates for counselling and explains that it expands the coping resources that 
employees have working under immense pressure through counselling, stress 
management and mental health awareness training.  
  
2.5.2.5 Employee engagement 
Counselling encourages employee engagement. Employee engagement is defined as 
inhabiting energy and involvement in the workplace (Schaufeli & Bakker, 2004).  Amir et 
al. (2014) further states that vigour, dedication and absorption are all elements of 
engagement. When counselling is given employees are able to become more engaged 
in their work as counselling gives them a platform to vent and talk about their concerns. 
It also allows for employees to be more psychologically and emotionally invested in their 
work instead of being distracted by work related or personal issues (Schaufeli & Bakker, 
2004).  This then leads to further organisational success and productivity. People who 
are not engaged are more likely to experience high levels of stress as well as 
depression (Harter et al., 2010). Clifton (2015) explains that Data Analytic Firm 
discovered that only 13% of full time employees are actively engaged. Employment 
produces organisational citizenship that is people who are engaged feel a sense of 
belonging. Employees are now seeking for working agreements that benefit them both 
personally and professionally (Clifton, 2015). Likewise, Burke and Sharar (2009) 
suggest that other than monetary benefits, counselling can have an effect on employee 
engagement which affects employee attitude and positive behaviour leading to a more 
productive staff. 
 
2.6 FACTORS THAT INFLUENCE HOW EMPLOYEES MAKE USE OF THE 
COUNSELLING SERVICE 
Below are some of the factors that help determine how employees make use of the 
counselling services at the workplace. Encouraging factors are factors that help 
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motivate people to make use of services and discouraging factors are factors that may 
cause employees not to make use of workplace counselling services.  
 
2.6.1 Encouraging factors 
Factors that encourage employees to make use of workplace counselling will be 
discussed below, namely that it improves relations with co-workers and management, 
personal growth, helps address personal problems, improves employee well-being, 
helps people deal with sexual assault, helps employees improve work performance, 
encouragement from management, effectiveness of service and accessibility and 
expediency of service. 
 
2.6.1.1 Improves relations with co-workers and management 
Counselling in the workplace helps to improve relations that people have in the 
workplace (Cole, 2003). Several problems in the workplace emanate from relationships 
that have been strained within the organisation which could be between co-workers or 
employees may be experiencing challenges with supervisors (CCMA, 2018). This 
affects not only the organisational culture but production too. If people fail to work 
together as a team, it becomes difficult to become successful in implementing tasks. 
Again, communication is affected and moral can also be deterred resulting in poor 
execution of tasks (Cheng, 2012). Employees may therefore feel encouraged to 
participate in workplace counselling as it provides a safe platform for people to address 
issues they have with management or their colleagues. Issues that were difficult for 
them to discuss on any other platform particularly with their management could be 
addressed in the counselling sessions. 
 
2.6.1.2 Personal growth 
Studies have shown that employees who have undergone workplace counselling report 
to have learnt something new about themselves including their strengths (Parks & 
Steelman, 2008). Similarly, McLeod (2010) infers that some employees reported an 
improvement in their ability to resolve interpersonal conflict, listening skills and high self-
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esteem. This may be an encouraging factor in why employees willingly choose to 
participate in workplace counselling. 
 
2.6.1.3 Helps address personal problems 
McLeod (2010) stipulates that the counselling service is about providing employees with 
a space where they can share their problems and the counsellor can help them to find 
their own solutions. Millar (2002) carried out qualitative research studies and discovered 
that the majority of participants enjoyed counselling as it helped them overcome 
problems in their personal lives. They also felt that the learning process they underwent 
during counselling was helpful. A study showed that a majority of employees admitted 
that personal problems had a great effect on their work performance (McLeod & 
Henderson, 2003).  These challenges resulted in absenteeism and affected their 
concentration at work. 
 
In the same way Sangweni (2006) states that studies have shown that counselling helps 
people overcome personal problems and have prompted them to seek further help. 
Additionally, Rothman and Boschmans (2015) explain that due to the brief nature of 
workplace counselling, most employees are referred to other psycho social services 
where they can get further counselling that pertains to the unique area of their 
problems. This could include family counselling, couple’s therapy and substance abuse 
treatment. Counselling has been known to help give a new perspective on behavioural, 
social and emotional challenges (McLeod & Henderson, 2003). Friery (2006) infers that 
challenges such as substance abuse, a breakdown in marriage and financial worries 
begins to affect work performance. McLeod and Henderson (2003) cautions that 
problems within the personal life of employees that do not affect work functioning or 
performance are not the direct responsibility of the employer. This need to address 
personal problems may persuade employees to seek help through workplace 
counselling. 
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2.6.1.4 Sexual assault 
Counselling helps to also address issues of sexual harassment in the workplace as well 
as bullying and abuse of power by allowing employees to speak about these issues and 
empower them to take the necessary action when abuse of any kind is involved 
(Echiejile, 1993). Victims of sexual abuse and different forms of harassment may carry 
shame pertaining to the event (Echiejile, 1993). Carroll (1996) further shows that 
workplace counselling helps to address issues that may have been caused as a result 
of those incidences whether in the workplace or outside of it that may be causing 
difficulties for employees to concentrate at work. This may encourage employees to 
seek readily available counselling which can be found in the workplace. 
 
2.6.1.5 Improves employee well being 
Counselling improves employee wellbeing. Parks and Steelman (2008) point out that 
studies have shown reduced stress levels, job satisfaction and increased productivity 
when counselling services were implemented. Collins et al. (2012) further add that 
counselling interventions improved psychological well-being. Stressed workers tend to 
be fatigued, make mistakes and are less likely to treat clients well (Mayor, 2006). They 
are also more likely to be absent from work (Sharma, 2012). When people feel better 
about their work environments they tend to perform duties better (McLeod, 2001). Linde 
(2015) proposes that when people feel in control of their emotions and have coping 
strategies to deal with rising challenges they tend to enjoy work and have a positive 
attitude in dealing with unpredictable events. McLeod (2010) found that workplace 
counselling had a positive influence on psychosomatic symptoms of stress. This 
positive track record may be an encouraging factor in people seeking help through 
workplace counselling.  
 
2.6.1.6 Helps employees improve work performance 
Poor performance is when an employee’s behaviour and performance fall below the 
expected standard (Stinson, 2010). Poor performance in the workplace has been found 
to be on the rise due to negative attitudes towards their jobs. Both personal and 
workplace challenges can influence the performance of employees (Stinson, 2010). It is 
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therefore vital for employers to provide services that help enhance performance such as 
workplace counselling. 
 
Erasmus and Schenck (2008) cite that some of the greatest challenges causing poor 
performance include workplace roles that are not clear, a mismatch between 
employees’ capabilities and the responsibilities of the role, interpersonal differences, 
low morale, and personal issues such as stress and workplace harassment.  Employees 
therefore need to devise programmes that help people address these challenges. Part 
of workplace counselling involves performance counselling that explores causes of work 
related problems that result in poor performance (Krishnaveni, 2008). Counselling in this 
sense therefore addresses the employee’s views on their own performance, provides 
corrective action set so that poor performance does not persist. 
 
 A study on the influence of workplace counselling in improving stress, burn out and 
depression was conducted and the results indicated that counselling helped employees 
address stress (Chan, 2011). However, the results also showed neutrality on whether it 
boosted work performance. Izzat (2014) also conducted a study on the effectiveness of 
workplace counselling on increasing job performance. Results indicated that there was 
a positive impact on job performance when workplace counselling was implemented. 
According to the Workplace Outcome Suite scale, workplace counselling resulted in a 
positive impact on workplace productivity (Maiden & Sharar, 2017) Therefore 
enhancement of job performance may be a reason behind people continuously making 
use of this service. 
 
2.6.1.7 Encouragement from management 
Organisational factors are key in determining whether or not people will seek out 
services for counselling. Jackson (2013) points out that organisational factors such as 
how money is distributed determines the quality and quantity of the counselling service. 
Successful implementation of programmes is subsequently determined by a genuine 
buy-in from management investing in such programmes. 
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2.6.1.8 Effectiveness of service 
There are no studies that have indicated a low client satisfaction with regards workplace 
counselling (McLeod, 2010). There have been generally positive views with regards to 
workplace counselling. This positive record of the effectiveness of workplace 
counselling can have a factor that influences people to want to make use of services. 
Due to its positive track record people may not only continue to make use of the service 
but may also recommend the service to other employees (McLeod, 2010). 
 
2.6.1.9 Accessibility and expediency of service 
Counselling in the workplace is relatively brief in nature (McLeod, 2010). This may be 
an attractive aspect for some employees who may feel that they need a faster paced 
approach to helping them deal with their problems. In addition to this, most counselling 
services are readily available either through telephonic workplace counselling as well as 
in house face to face counselling services (McLeod, 2010). This level of accessibility 
makes it easier for employees to reach out for assistance when there is a need. 
 
2.6.2. Discouraging factors 
Factors that may prevent employees from making use of the workplace counselling 
service include stigma, socio-cultural factors, lack of knowledge on the severity of 
mental health, lack of support from management, effectiveness of workplace 
counselling and political connotations of counselling. These factors are discussed 
further below. 
2.6.2.1 Stigma 
Lloyd (2010) argues that seeking counselling in the workplace is surrounded by a great 
level of stigma. When employees seek out counselling it is often perceived as a 
weakness associated with mental challenges (Chambers, 2010). This perception also 
has an impact on career progress as employees feel that making use of counselling 
services may imply that they cannot handle work and life pressure and therefore they 
are incompetent (Lloyd, 2010). Chambers (2010) further denotes that employees with 
mental health issues found that stigma played a key role in their decision to disclose 
their mental health challenges’ indicating that stigma is a serious factor in determining 
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whether people make use of services such as counselling that will help them cope. 
Similarly, Cole (2003) explains that stigma fuels a reluctance to disclose existing mental 
illnesses in fear that managers and co-workers consequently view them as incompetent.  
 
McLeod (2010) reports that there are high attrition levels in studies on the effectiveness 
of workplace counselling since many employees do not complete questionnaires in fear 
that their mental health statuses are likely to be exposed. In addition to this, Gyllensten 
et al. (2005) found that studies that have been conducted on finance organisations 
indicate that some organisations had negative views with regards counselling and as a 
result they do not use it to tackle stress. Their negative reviews were particularly 
centred on the fact that confidentiality was not upheld. Incidences such as this where 
confidentiality is violated affects the perceptions people have surrounding counselling 
as a service. 
 
Furthermore Linde (2015) points out that given all of the benefits of promoting mental 
health, it is marred by a variety of setbacks. In the UK for example, 9 out of 10 
employees report to have experienced stigma and discrimination after seeking mental 
health services in the workplace (Royal College of Psychiatrists, 2015). This shows that 
there is a sense of shame attached to seeking mental health interventions such as 
counselling. SADAG (2018) further cautions that organisations in South Africa are 
legally liable to assist in ensuring the wellbeing of their employees. Part of this is their 
mental wellbeing. However, several employees particularly in South Africa rarely report 
their depression to their management due to fear of being perceived as weak and losing 
opportunities for promotion. 
 
2.6.2.2 Socio cultural factors 
Most counselling literature stems from western and Eurocentric research (Swartz, 
1998). This means the idea of what is a healthy or an unhealthy mental state is based 
on Eurocentric perspectives. Swartz (1998) further explains that this sometimes makes 
it difficult for employees to determine if they are experiencing mental challenges and 
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need to seek help as the perception, definition and manifestation of mental health 
challenges vary from culture to culture.  
 
Juma (2011) advocates for workplace counselling that must not forget the context in 
which people come from as this has an effect on help-seeking behaviours. Counsellors 
must be aware of the historical background and socio-political structures that occur in 
the workplace (Juma, 2011). These affect world views that can hinder people from 
seeking help through counselling (Mohammed-Kaloo & Laher, 2014). For example, 
counselling is generally perceived as a practice only western people do as mental 
health literature is embedded in western research. Ruane (2010) argues that people 
may also feel that counsellors of certain races do not understand their problems as their 
cultural insensitivity affects how they interpret and perceive employee’s challenges. 
According to Swartz (1998) culture affects how people choose to solve problems. 
Instruments, techniques and language used in workplace counselling may not be 
culturally sensitive and therefore affect people’s participation in these programmes 
(Joyce, 2009). In many cultures, western methods and techniques in counselling are 
often met with suspicion (Joyce, 2009).   
 
South Africa in particular has religious, spiritual and deeply cultural approaches to 
mental health as a whole (Mashamba, 2007). The aspect of ancestral worship has a 
serious impact on counselling as they believe that problems must be addressed by 
seeking the help of ancestors (Eagle, 2005). In South Africa mental illness is not 
shameful and in African cultures mental illness is attributed to the ancestors (Ruane, 
2010). These cultural connotations of mental health make it difficult for people to 
approach counsellors for mental health issues as they begin to associate counselling 
with something negative in line with views derived from employees’ culture and beliefs. 
Mashamba (2007) argues that it becomes difficult for some employees to feel that 
counselling can adequately intervene in their challenges if they feel their challenges are 
rooted in their religious beliefs yet counselling interventions are centred on an alien and 
western model.   
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Pedersen (2002) further explains that another factor explaining a lack of participation 
with regards counselling in the work place is that many clients find it more relevant to 
approach other avenues of counselling such as the church. Kwan (2016) strongly 
believes that the church in many communities is considered the primary place where 
people receive psycho-social support. The church acts as a strong support system for 
the local community. It is therefore safe to say people may not attend workplace 
counselling because they are already receiving counselling services with pastors, clergy 
and lay counsellors within their churches. This may not only apply to Christian settings. 
Muslim Indians in South Africa have also reported approaching the religious leaders for 
advice and direction with issues in their life, some of them which impact negatively on 
work performance (Mohammed-Kaloo & Laher, 2014). Traditional African religion also 
advocates for people to approach spirit mediums to speak on their behalf and act as 
mediums between them and the ancestors (Ruane, 2010). Ruane further explains 
ancestral worship, reporting that that many of life issues in traditionalist African culture, 
including those that affect work, are viewed to originate from displeased ancestors and 
therefore the ancestors need to be appeased. People may therefore not make adequate 
use of workplace counselling in favour of religious interventions.  
 
In Africa individuals are more likely to prefer family interventions than individualistic 
intervention (Mkabela, 2005). This means that they are uncomfortable with working with 
an outsider when their culture advocates for problems to be resolved within the family. 
Family related issues such as a marriage in conflict are often considered a private 
matter that should be dealt with by the elders of the family (Mkabela, 2005). Nteng‘a et 
al. (2014) adds that employees often leave the responsibility of counselling to their 
friends and family to provide support through challenges. Employees may therefore 
seek to solve their challenges through cultural, religious or family interventions. Without 
the consideration of the client when it pertains to socio cultural aspects of the client, this 
can lead to anti-healing or misleading solutions (Moodley, 2007). Many of the barriers in 
traditional European counselling do not factor in unique challenges experienced by 
many African clients including the sensitivity of the topic of sex, expression of feelings to 
female counsellors by men, patriarchy and gestures (Moodley, 2007). Zastrow (2016) 
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points out that it is very difficult for men to express themselves and their emotions as 
displaying emotions is a sign of weakness. Not only is it difficult due to ideas of 
patriarchy perpetuated by culture but it also becomes even more difficult to do so with 
female counsellors (Zastrow, 2016). Some gestures such as counsellors looking straight 
into the eyes of their clients can be misconstrued by African clients who see such an act 
as a sign of disrespect (Swartz, 1998). African clients can become very uncomfortable 
with some of these gestures in the counselling relationship. Eagle (2005) suggests that 
in western culture not losing eye contact with the counsellor may indicate shyness or 
even dishonesty. This may lead to misdiagnosis due to not being assessed properly. 
  
2.6.2.3 Lack of knowledge on the severity of mental health 
Employees may not identify mental illness within themselves or others due to a culture 
in the organisation that is not open about mental illness. Where there is a lack of 
knowledge it becomes very difficult for people to seek out counselling services (Linde, 
2015). SADAG (2018) further explains that In South Africa, employees often continue to 
work despite deteriorating mental health which then has an impact on their productivity 
and work performance. This is often due to fear of being stigmatized by colleagues, or 
lack of knowledge on mental health. They do not have an understanding of the causes 
of the symptoms that they are experiencing that may be pointing to mental health 
disorders (SADAG, 2018). Cheng (2012) further explains that in the process they could 
be missing out on the support they could be receiving from employees and 
management in the form of counselling putting their careers and relationships with co-
workers at risk. 
2.6.2.4 Lack of support from management 
From an organisational level it is important to point out that counselling may not be 
supported by management (Nteng‘a et al., 2014). This may be due to lack of resources 
which forces management to determine whether or not it is worth implementing these 
services (Nteng‘a et al. 2014). It is therefore very difficult for employees to approach 
counselling services if there is no support from management. Cheng (2012) argues that 
this then has an effect on how much information employees have access to about 
mental health and counselling. 
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2.6.2.5 Effectiveness of workplace counselling 
Collins et al. (2012) points out that one of the issues that act as a hindrance in 
employees seeking out counselling services is that employers are hesitant in spending 
resources with regards to counselling as they are not convinced of the effectiveness of 
the programme. 
 
Firth-Cozens and Hardy (1992) report that symptoms of workplace stress can be 
ambiguous. It is not always clear what the causative agents of stress in the workplace 
are. Sometimes work becomes an outlet for people to share their problems from other 
sources, thus making it difficult to really assess if the source of workplace stress is 
emanating from work itself (Firth-Cozens & Hardy, 1992). Gyllensten et al. (2005) agree 
that workplace counselling claims to deal with stress that may be from different sources, 
making its effectiveness difficult to believe yet this is what it claims to do. As a result, 
managers and employees doubt the effectiveness of counselling in addressing a 
diverse set of problems (Carroll & Walton, 1997) 
 
McLeod (2010) is of the opinion that the effectiveness of counselling depends on what 
you want it to do. Overwhelming evidence shows a positive correlation between 
workplace counselling and client or employee satisfaction. However, it is unclear 
whether that satisfaction can be attributed to clinical improvement brought by 
counselling (McLeod, 2010). This ambiguity may cause people to hesitate in 
participating in services.  
 
2.6.2.6 Political connotations of counselling 
McLeod (2001) suggests that counselling can sometimes be perceived as a tool by 
companies to further suppress employees and not take responsibility of their own part in 
stress. It is often used as a means to hide responsibility that many organisations must 
share in creating unhealthy work environments (Kassim, 2010). This includes 
overworking staff without adequate periods to rest, absence of maternity leave and 
management that does not work from person focused perspective. 
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2.7 SUGGESTIONS FOR WORKPLACE COUNSELLING 
Literature presents recommendations that may help improve workplace counselling and 
make it more accessible and appealing to employees. The following interventions could 
be implemented by managers and mental health providers to improve utilization of 
counselling services in the workplace. These include prevention services, 
encouragement from employers and management, changing organisational structures, 
legislation, mental health education, awareness of programmes in organisations and 
encouragement of cultural sensitive practice of mental health providers. 
 
2.7.1 Prevention services 
The workplace can provide a mentally healthy environment that is supportive for all 
employees and conducive for productive working environment (Robbins, 2009). There is 
a variety of measures that can be put in place to promote mental health. Particularly 
Interventions targeting the source of stress rather than just the symptoms of it (Burke & 
Richardson, 2014) suggests raising awareness and understanding around mental 
health disorders and coping mechanisms for stress.  
 
2.7.2 Encouragement from employers and management 
Managers play a crucial role in providing psycho social support for employees by raising 
awareness and linking employees to counselling services (Linde, 2015). Managers who 
often have the responsibility to refer employees for counselling must receive training as 
to how to identify symptoms of mental health (SADAG, 2018). Mental health can often 
go unrecognized until the problem becomes severe. Additionally, McLeod (2001) further 
points out that employer and other employees can learn how to detect symptoms of 
anxiety, depression and other mental illnesses. SADAG (2018) explains that people with 
mental illness would like management to be more approachable and have training on 
emotional intelligence to be able to detect early signs of mental illness and be able to 
make the necessary adjustments to accommodate the needs of those with various 
mental illnesses. Such adjustments would then include providing mental health 
professionals such as counsellors to help employees cope with mental challenges 
(McLeod, 2001). According to the CCMA (2018) management has a duty to protect its 
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employees from all forms of harassment and should develop programmes that help 
address these internal issues.  
 
2.7.3 Changing organisational structures 
A study done by Aydogdu and Uzel (2010) indicates that the majority of employees 
were in support of outsourced work place counsellors to avoid the issue of stigma and 
sensitivity around confidentiality. In contrast to this another study showed that 
employees preferred in house counsellors as they would better understand the nature of 
the organisation, the environment that their problems often emanate from and therefore 
could provide relevant solutions (HIN, 2006). Organisations can therefore make the 
necessary changes with regards how counselling is conducted based on feedback from 
employees who make use of these services. SADAG (2018) further explains that 
Information systems for monitoring staff are weak, with very few organisations able to 
identify the resources available to them as it pertains to mental health. There is 
therefore a need to implement structural changes within the organisation that promotes 
mental health and counselling services within or outside of the organisation.   
 
2.7.4 Legislation 
Government plays a key role in workplace mental health promotion by implementing 
legislation that encourages and promotes occupational health and provides 
infrastructure to support a management standards approach (CCMA, 2018). In general, 
there seems to be lack of attention in policy on mental health in South Africa. Stein 
(2014) states that although there was a mental health policy in 1997 the policy was 
never disseminated to the public. There is a lack of data on the current budget allocated 
to mental health in South Africa which may also reflect the fact that people generally 
disregard this area even in the workplace.  
2.7.5 Mental health education 
Some recommendations made include educating employees on mental health and 
symptoms of various mental health disorders such as depression and anxiety (Mayor, 
2007). Educating people on mental health and the importance of receiving workplace 
counselling services to address these issues breaks the tradition of silence (SADAG, 
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2018). It promotes a culture of acceptance. The constitution of South Africa states that 
an employee with any mental health condition has the right to fair labour practice (Stein, 
2014). An employer therefore cannot remove or fire a person from employment or 
transfer a person or reduce a salary because of a mental health disorder (CCMA, 2018). 
Unfortunately, many employees are not fully aware of their rights in the workplace 
particularly pertaining to mental health (Mayor, 2007).  
2.7.6 Awareness of programmes in organisations 
There is a need to raise awareness of services available to employees for assistance 
(Cooper & Leiter, 2017). Many employees are unaware of the services available to 
them. This helps to create an environment in which mental health challenges are not 
taboo and people can approach counselling services for a variety of needs any time 
they decide to (Cooper & Leiter, 2017). It promotes early interventions to challenges 
that can escalate to serious and debilitating consequences (Linde, 2015). Although 
depression in itself is not considered a disability except when it is of a chronic nature, it 
can have impact on work and daily life (Ertekin, 1993). Linde (2015) indicates that 
employees who are aware of the various aspects of mental health can discuss with 
management options that are available to them to tackle these challenges and may also 
alleviate anxiety associated with working while in depression or any other mental health 
disorder.  
2.7.7 Encourage culturally sensitive practice of mental health providers 
Another recommendation is to encourage cultural sensitivity in counsellors. Part of the 
ethical responsibilities of every therapist is to be aware of cultural diversity (Swartz, 
1998). It is unethical to impose Eurocentric models on individuals or stereotyping 
cultural behaviours (Swartz, 1998). Ruane (2010) proposes research on aspects of 
theory that are universal and those that need to promote multicultural research and 
study literature from other countries. In addition to this, Swartz (1998) suggests that 
counselling theories and practices must be based on the world view of the culture in 
which they are developed. The counselling process should also be informed by the 
counsellor’s identity and that individual’s culture (Ruane, 2010).  It is therefore key to 
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encourage a counselling process that is embedded in the cultures of people to make 
real impact in the employee’s life. 
2.8 THEORETICAL FRAMEWORK 
A theoretical framework is the structure that supports a theory of a research study 
(Kassim, 2010). It also gives insight into why a research problem exists. This study 
follows two theories: human relations theory which deals with the employee as a social 
animal in the workplace and ecological systems theory that shows how the employee as 
a system interacts with other systems. The researcher chose these theories because 
human relations theory establishes an employee is more than just an individual who 
must ensure profit for the organisation but that organisations need to take into account 
the humanistic needs that employees have which when met can improve productivity 
(Gordon 2007). Such humanistic needs include psycho social well-being. Organisations 
can therefore implement programmes such as workplace counselling to ensure psycho 
social well-being of employees. Ecological system’s theory, on the other hand, sheds 
light on the employee’s various interactions with their environment that may have a 
strong influence on employee’s help seeking behaviours. Problems at home, changes in 
the environment, cultural values and policies can all influence whether or not employees 
seek workplace counselling which is central to this study. 
 
2.8.1 Human relations theory 
In this theory, employees are seen as more than just entities that produce a profit for 
organisations (Bauer, 2012). Bauer (2012) argues that employees are a vital resource in 
the business. Their psycho social needs are central to ensuring a successful 
organisation. Elton Mayo is considered the founder of human relations theory (Gordon, 
2007). He focused on how human behaviour affects production at work. From his 
research on a textile mill in Philadelphia, Mayo discovered that the workers’ well-being 
had an immense effect on their ability to work productively. The employees’ attitude also 
had a tremendous effect on how much effort they put at attending to the job. He also 
observed that the employees were very fearful of management and could not protest 
over the issues they felt were unpleasant for them at the work place. From his findings, 
it is evident that exploring the feelings of employees is vital in ensuring a healthy 
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working environment and that the emotional, social and psychological well-being of 
employees is important in ensuring the productivity of the organisation (Gordon, 2007). 
 
Human relations theory states that employees should be treated humanely in the 
workplace (Mayo, 1933). It recognizes that work is a group activity meaning that there is 
a need for harmony amongst workers to acquire productivity. A need for social 
recognition and belonging is more imperative than the physical conditions of the 
workplace. The social conditions of an organisation are therefore extremely vital in 
productivity more than physical attributes of an organisation. This theory argues more 
specifically that the workplace is more than just an economic space but it is a social 
system where the feelings, emotions and attitudes of employees are central to 
productivity and to the organisation as a whole. When employees are experiencing 
challenges in the psycho social aspects of the workplace this has an effect on their 
performance at work (Mayo, 1933).  
 
The fundamental assumptions of this theory are that: 
a) Workers feel valued when a culture of openness is encouraged. 
b) Subordinates should be given a platform to express how they feel about 
management. 
c) The personal problems, feelings and social situations at work need to be 
explored 
d)   The key to productivity and quality in organisations is ensuring employee well- 
being. 
e) There is need for open communication to enhance the well-being and satisfaction 
on employees.  
f) Meeting the needs of employees is a key aspect in management. 
g)  Building good relationships is key to creating a positive and successful business 
environment. 
h) Employees will be driven to produce an excellent standard of work if the work 
environment is conducive. 
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These assumptions show that employees are more than just mechanisms that produce 
profits but they are social beings that have emotions. These emotions have a very 
important part to play with regards to morale and production. Counselling gives a 
platform for clients to express themselves and deal with negative emotions in the 
workplace (McLeod, 2010). Organisations that implement counselling services also give 
their employees an impression that they are valued and their feelings matter beyond 
what they do for the organisations on a financial level (Cole, 2003). It has been reported 
that counselling helps improve relations between co-workers and management 
(McLeod, 2010). Counselling can potentially help give a better view of management and 
not just view them as representatives of authority to discipline the employees. 
Counselling plays an important role in dealing with emotional and social challenges that 
employees face. Counselling therefore addresses major issues highlighted by the 
human relations theory that puts emphasis on human behaviour and emotions in the 
workplace (McLeod, 2010).  
 
The human relations theory significantly explains that employers need to be aware of 
the human aspects of the organisations and not just technical and economic aspects 
(Bauer, 2012). In addition to technical expertise, management must be able to handle 
human situations, give motivation and communicate with employees. This therefore 
shows that social and psychological factors are vital in determining employees output 
and morale. The organisation is not just a profit generating space but it is a social 
system which includes people and fundamental human dynamics that include conflicts 
and emotional exchange (Bauer, 2012). Mayo (1933) describes employees as social 
animals. Leadership style of supervision, communication and participation are all social 
aspects of the workplace that can affect employee behaviour at the workplace (Bauer, 
2012). 
 
Though the theory is relevant and suitable for this study it is not without its limitations. 
The human relations theory has been criticized for lack of scientific basis, often neglects 
the nature of work in favour of interpersonal issues and does not give attention to formal 
relationships (Gordon, 2007). However, its contributions in understanding the value of 
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human relationships, feelings and behaviour in the work place cannot be denied (Bauer, 
2012). Valuing the human aspects of clients is therefore key in a successful business. 
 
2.8.2 The ecological systems theory 
The central idea of the system’s theory is that human development cannot be 
understood in isolation of the context to which the individual emanates from. It looks into 
the transactional relationships that exist between systems (Bronfennbenner, 2009). 
Championed by Bronfenbrenner, it shows that people do not exist in isolation but 
systems such as work, culture, family and socio-political systems all influence the 
individual. The theory explores the complex layers that exist in our environment, 
namely, microsystem, mesosystem, exosystem, macro system and chronosystem. The 
employee is firstly a human being with needs and challenges (Fineman, 1993).  Chadee 
(2011) further explains that attention to the personal and professional well-being of 
employees is therefore imperative. These three layers influence the well-being of 
employees on different levels. 
Microsystem 
Bronfenbrenner (2009) explains that this layer focuses on how people interact with their 
immediate environment including family, neighbourhood and school which constitute 
this layer to name a few. The employee’s immediate environment in this case can be 
regarded as the workplace. Their colleagues at the workplace, processes that occur in 
the workplace and the general ethos of the organisation all influence how the employee 
functions mentally (Weiten, 2014). Conflict amongst co-workers together with a lack of 
positive organisational culture can create a stressful environment for workers (Wissing, 
2013). As it relates to this study workplace counselling plays a vital role in addressing 
some of these challenges. 
 
Mesosystem 
On this level, the focus is on the impact of processes taking place between two or more 
parts of a person’s microsystem (Bronfenbrenner, 2009). In the mesosystem layer the 
microsystems such as work and family do not operate independently from each other 
but influence one another. In the case of this study that would be looking at the linkages 
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that exist for an employee’s work life and other settings such as his family life. A 
problem in family context can have tremendous impact on the employee’s ability to 
engage positively in their work (Wissing, 2013). Stress also has the ability to influence 
the roles that employees fulfil in their families including their ability to be parents 
(Sangweni, 2006). Many employees seek workplace counselling as a result of 
challenges in the linkage between their personal challenges at home and their 
functioning at work. Counselling at the workplace becomes a vital component in helping 
improve that linkage so that employees can function at optimal level in both settings. 
 
Exosystem 
The exosystem is a layer that contains an interaction of elements in which the individual 
is not actively present but experiences the effect of these interactions (Bronfenbrenner, 
2009). In this case the interactions that occur in management and policy making have 
an effect on the employee’s functioning. Sangweni (2006) further explains that though 
the employee is not present when these negotiations take place the policies determine 
how the organisation operates and in turn how the employee functions. According to 
Weiten (2014) policy change within organisations political changes and can cause some 
employees uncertainty as it pertains to their occupational roles and security. Therefore, 
employees may experience high levels of stress and this is likely to manifest in the 
various aspects of employees’ lives including their ability to perform in the workplace. 
 
Macrosystem 
The macrosystem consists of laws, customs and culture (Bronfenbrenner, 2009). 
Culture is a layer that helps people make sense of life events and influences people’s 
views (Ruane, 2010). In this case how an employee sees mental illness, its causes, its 
manifestation and help-seeking behaviours can all be influenced by culture. Many 
employees may have different connotations and definitions as it pertains to mental 
illness and its symptoms (Chadee, 2011). In many South African cultures for example 
mental illness carries somatic rather than emotional distress symptoms (Mashamba, 
2007). Culture also influences expectations assigned to gender roles (Ruane, 2010). 
According to some African cultures weakness in any form including mental weakness is 
52 
 
shameful. Sangweni (2006) explains that seeking counselling as a result of mental 
challenges may be regarded as shameful especially for a man due to expectations 
assigned to them by society. Culture can therefore be a motivating or discouraging 
factor in employees reaching out for help when faced with challenges requiring 
workplace counselling. As it pertains to laws, changes in legislation also influences how 
employees operate in the workplace, particularly labour laws that can influence wages, 
organisational policy and how duties are distributed (Newenham, 2014). Additionally, 
customs in the macrosystem influence workplace practices as they influence the 
general behaviour and social interactions of employees. How employees dress, speak, 
perceive issues is largely rooted in their customs and culture (Bronfenbrenner, 2009).  
 
Chronosystem 
 Bronfenbrenner (2009) explains that this layer speaks to changes that occur within the 
different systems that influence the individual. The reality is that organisations 
experience rapid changes as a result of factors such as globalisation (Weiten, 2014). 
Wissing (2013) supports the notion that global changes often cause organisational 
challenges. Given these changes over time, this may lead to restructuring of the 
organisation and a change in roles and employment status of employees (Weiten, 
2014). Stress often emanates within an individual when they are unable to handle rapid 
transitions and changes (Chadee, 2011). This may therefore be a motivating factor for 
employees to seek counselling at the workplace. 
 
2.9 CONCLUSION  
This chapter reviewed the risk factors in the workplace, workplace counselling as an 
intervention of mental health in the workplace, access to counselling services in the 
workplace, effects of counselling and factors that influence participation of employees 
with regards to workplace counselling services. Recommendations on how to improve 
workplace counselling was also explored. Finally, the chapter also presented the 
theoretical and conceptual framework for the study, in this case human relations theory. 
The next chapter explores the methodology followed to extract and analyse data for this 
chapter. 
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CHAPTER 3 
RESEARCH METHODOLOGY 
3.1 INTRODUCTION 
This chapter outlines the methods and steps taken to collect data from participants. A 
research method provides a framework for the researcher with regards the collection 
and analysis of data as well as techniques used (Berg, 1998). This segment therefore 
justifies the research design and methodologies used to explore the perceptions and 
factors surrounding the participation of employees in workplace counselling as well as 
the ethical considerations upheld in the study. 
3.2 APPROACH AND DESIGN 
The research followed a qualitative approach. The focus in qualitative research is on the 
natural settings in which people live and work (Berg, 1998). Henning (2004) further 
explains that qualitative research focuses on capturing the lived experiences of people. 
This qualitative approach is not suited to understanding causes of why things are the 
way they are but it provides and highlights people’s perceptions of life experiences (De 
Vos, Strydom, Fouche & Delport, 2015). It was therefore a suitable approach as this 
study sought to understand perceptions and the reasons people may or may not make 
use of the counselling service. D’Cruz and Jones (2014) point out that such a study of 
perceptions includes an exploration of values, experiences ad meanings. The approach 
turns the presentation of conversations and recordings to the self. It brings light to the 
meanings people attach to things (D’Cruz & Jones, 2014). The study aim was to 
discover the subjective experiences of participants on workplace counselling services 
and tell their stories in their own ways therefore justifying a qualitative approach. In 
addition, De Vos et al. (2006) explain that the approach influences the techniques and 
methods used in the research as well as the design of the methodology. 
 
The research design used in this study was an interpretive phenomenological design. 
The interpretive phenomenological research design is implemented to find out how a 
person makes sense of a phenomenon. Taylor, Killick and McGlade (2015) point out 
that this could relate to an important life event, distress or transition. In this case this 
design is relevant in that the study aimed to explore the perceptions employees have 
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pertaining to counselling in the workplace.  Implementation of this design provided a 
richness of data and an understanding of people’s experiences.  De Vos et al. (2006) 
further states that this design is concerned with an individual’s personal account of an 
event or object. It tries to understand how employees interpret and view counselling as 
a phenomenon in the work place. 
 
According to Berg (1998) the basic tenets of this design are that it: 
a) Attempts to get below the surface of perceptions to discover and identify how the 
phenomenon was experienced and the shared essence of that experience. 
b) Explore how people interpret their experiences. 
c) Explore what meaning they attribute to their experiences.  
d) Helps to understand how people make sense of their lives and their experiences 
 
To choose phenomenological design means that the study concentrated on identifying 
the specific and unprocessed views of people pertaining to how they felt about the 
counselling service (Henning, 2004). It was also vital for the researcher to understand 
the meanings attached to that service and perhaps understand what drew people or 
turned them away from making use of that service as a result of these underlying 
perceptions. 
 
3.3 POPULATION  
The population of a research is an entire set of people or events of interest to a 
research study to which a sample is drawn (Grinnell, Williams & Unrau, 2014). De Vos 
et al. (2006) further explain that the population of a research sets boundaries on the 
study units. It is the group of objects, events or individuals who have common 
characteristics that the researcher wants to study (Mouton, 1996). Due to efforts made 
to respect the confidentiality and anonymity of the organisation where the study was 
conducted, its management indicated that it did not want its name listed within the 
research report. It shall therefore be referred to as “the organisation”. The organisation 
under study is located in Johannesburg and was founded in South Africa in 1957. It has 
continuously shown its commitment to promoting mental wellness at the workplace by 
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offering face to face and telephonic counselling services to its employees from 
outsourced social workers, namely the Independent Counselling and Advisory Services 
(ICAS). At the time of the study, the organisation provided services to 18 countries in 
Africa. Its focus is on guiding individuals, families and companies grow their own wealth 
through providing information on investment and insurance. The organisation is also 
involved in community projects in rural South African communities, particularly in the 
primary and secondary as well as tertiary education sector. Though the organisation 
has several branches across South Africa and Africa at large, the population of this 
study was restricted to the branch in Johannesburg. The population for the branch in 
Johannesburg, South Africa, had a total of 4000 employees at the time the study was 
conducted.  
 
3.4 SAMPLING 
As it is impossible to study the entire population, sampling enables researchers to 
collect and study data (Henning, 2004). Sampling is defined as the process of selecting 
a suitable sample, which is a small part or representation of the population for the 
purposes of understanding the characteristics of the entire population (Rubin & Babbie, 
2016). One of the important aspects of sampling is to understand what population size 
the sample is selected from, in this case 4000 employees from the organisation’s 
branch in Johannesburg. Another aspect to consider is the sampling method as well as 
the representativeness of the sample drawn (Rubin & Babbie, 2016).  
 
There are two types of sampling: probability and non-probability sampling. In this study 
non-probability sampling was used, particularly purposive sampling which is based on 
participants being able to provide expert knowledge and experiences relevant to a study 
(Henning, 2004). In this case the researcher selected participants who were employees 
that either had participated in counselling services or those who did not though they had 
knowledge of those services in the organisation. The researcher selected 10 
participants for the sample size, all who had been working in the organisation for at 
least three years which would give the participants enough time to understand 
organisational culture as it pertains to wellness. The researcher was interested in 
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understanding the perceptions of employees on counselling and factors that influence 
participation in that service, five participants who had used the workplace counselling 
service and five participants who had not used this workplace counselling service were 
purposively selected. According to Grinnell et al. (2014) informants should be 
knowledgeable about the experience, willing to talk and representative of the range of 
views.  
 
3.5 RECRUITMENT  
The wellness manager of the organisation was approached in order to obtain written 
confirmation and acceptance to undertake this study. The researcher enclosed within a 
formal email a letter to the wellness manager which indicated the purpose of the study, 
ethical considerations as well as the defining characteristics of participants anticipated 
for the study. Further to this an example of the semi-structured schedule was sent to the 
manager. The interviews were no more than 45 minutes. It was clarified to the wellness 
manager that the sample was 10 employees who had worked in the organisation for at 
least three years. Specifically 
 
• five employees who had received counselling within the past two years 
• five employees who had not received counselling but were aware that such a 
service existed. 
 
The wellness manager committed to assisting the student with reaching out to 
employees during the staff meeting to participate in the study. Grinnell et al. (2014) 
explain that there is an ethical danger in allowing the gate keeper to recruit participants 
in that there may be pressure exerted on people to participate which may jeopardise 
participants’ informed consent. Another issue raised is confidentiality in that the 
participants may feel that if the gatekeeper knows who is participating, they may link 
information shared in the study with individual participants. In order to avoid some of 
these challenges the researcher requested that the gatekeeper help select at least 10 
participants for each category and the student made a selection from these prospective 
participants. The researcher received a list of potential participants from the wellness 
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manager and the student selected five from each category based on their availability 
and how closely they resembled the criteria stated such as the number of years they 
had worked at the organisation. 
 
Once the researcher had secured written permission from management, she met with 
the selected participants face to face to explain the research study. The researcher sent 
an email to all participants including a letter which introduced the participants to the 
purpose and objectives of the research, credentials as well as the informed consent 
letter for participants to sign which included details of the purpose of the study, time and 
information required from participants as well as ethical considerations. This 
communication also included information of the organisation where participants could 
receive further counselling if the research triggered anything sensitive during the 
interview. Further to this the researcher included contact information of the supervisors 
in case the participants needed further information. Participants granted permission to 
have their responses recorded in order to capture all valuable data. The participants 
were also informed that there would be no monetary incentive however the benefits of 
the study as stated in the informed consent document were discussed. These included 
being a part of a research study that added value to the organization, helped improve 
psychological services offered to employees within the organization and gaining a new 
perspective of well-being as an employee. Potential risks were also highlighted in the 
informed consent form including the triggering of emotions from recalling past events. 
However, a list of local resources was provided if further counselling was needed. Such 
local resources have been stipulated in detail under ethical considerations and in the 
consent form (See Appendix C). 
 
The participants sent back signed informed consent letters and indicated their 
willingness to proceed with the study on the set time agreed by both the student and 
participants (See consent form Appendix C).  
 
According to Berg (1998) in traditional qualitative studies, researchers ensure that they 
recruit participants according to the specifications of their research. Rubin and Babbie 
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(2016) further explain that good recruitment involves identifying oneself and credentials 
as the researcher, clarity on the purpose of study, information on how data is collected, 
recorded or disclosed, confirmation of the date, time, venue of meetings as well as 
incentives involved if any for participation. Participants were informed about ethical 
issues with regards to keeping their data, accessibility, its use, and storage during the 
recruitment process (Berg, 1998). In addition, participants were told research sessions 
were recorded (audio, visual, digital) and they agreed to this (Berg, 1998). The 
researcher made sure that the above aspects were respected (See informed consent 
form Appendix C). 
 
3.6 DATA COLLECTION METHOD AND TOOL 
The study used an in-depth semi-structured interview in order to gather information from 
the participants. Semi-structured interviews allowed for flexibility in getting a detailed 
picture of a participant’s perceptions (Henning, 2004). De Vos et al. (2006) explain that 
semi-structured interviews are especially suitable for controversial or personal subjects. 
The study focused on people’s experiences ad perceptions regarding counselling in the 
workplace which was quite personal, particularly considering that counselling in the 
workplace is marred with stigma. The semi-structured interview questions guided the 
researcher rather than dictating the responses gleaned (Henning, 2004). This also 
means that the participants extended their input beyond what the researcher had set out 
in the semi-structured interviews (Rubin & Babbie, 2016). The participant is considered 
the expert to their problems and there was flexibility in the interview to express their 
stories (Rubin & Babbie, 2016).  
The interview schedule was prepared well before the interview and was approved by 
the wellness manager (See Appendix F). According to Henning (2004) the interview 
schedule allows for the researcher to explore possible difficulties, especially some 
sensitive questions. 
A pilot study was conducted with two employees from another organisation, one 
employee who had undergone workplace counselling and one who had not to refine the 
questions of the semi-structured interview schedule. The interview questions were 
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arranged from simplest to more sensitive questions in order to give the participant a 
chance to adjust to the schedule as a whole. The researcher ensured that there were no 
complicated words or jargon. Rubin and Babbie (2016) explain that jargon should be 
eliminated in order to avert confusion and prejudice. The researcher also ensured that 
the questions were aligned to the purpose of the study and that they addressed specific 
issues at hand (See Appendix F).   
3.7 CONDUCTING THE SEMI-STRUCTURED INTERVIEW 
Each interview lasted for approximately 30 to 45 minutes. Berg (1998) suggests that 
interviews generally last for a good amount of time. The researcher also gave the 
participant a copy of the schedule so that they could go through it together. According to 
Berg (1998) this gives the participant control over the questions they answer at specific 
stages in the interview and allows the participant to ask clarification questions. 
.  Some questions are listed below:  
• Can you provide any information on what you know about counselling at the 
organisation?  
• Have you participated in this programme? If so, what changes have you 
experienced because of your participating in the counselling services? If not, 
what challenges have led you not to participate in counselling services?  
• Did participation in counselling assist you in improving your delivery of service? If 
so, in what ways?  
• What do you think encourages people to make use of counselling services?  
• What suggestions can be made to improve counselling as a pillar of employee 
wellness? 
These are further expounded in Appendix F attached (See Appendix F). 
The researcher recorded all the information received from participants. De Vos et al. 
(2006) explain that recording interviews generates a fuller record than taking notes. The 
researcher was granted full permission to record the interviews in the consent form 
(Appendix C). 
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3.8 DATA ANALYSIS 
Henning (2004) explains that data analysis takes apart words and paragraphs to make 
sense of and theorise that data. Data in this process is organised, reduced and 
transcribed. The process of data analysis is therefore important (Henning, 2004). 
The researcher used qualitative data analysis techniques, specifically thematic content 
analysis. Data analysis was done using Braun and Clarke’s (2006) six-step guide to 
conducting thematic content analysis which involves allowing the researcher to:  
1. Become familiar with data.  
An analysis begins with reading all the data to get a sense of the basic body of 
responses (Braun & Clarke, 2006). In this step the responses were transcribed, read 
and re-read to understand the content as well as get the basic ideas of the body. 
2. Generate initial codes.  
 In this stage the researcher generated codes for data after it was transcribed. 
Codes are interesting parts of the data which give meaning and context (Berg, 
1998). This then reduces the data into smaller meaningful chunks. 
 
3. Search for themes.  
A theme is a peculiar pattern of the data that highlights something interesting about 
the research question (Braun & Clarke, 2006). The researcher used comparisons 
between codes to find conceptual similarities and discover patterns by discovering 
similar codes that spoke to the research questions.  
4. Review themes 
The researcher developed themes discovered in the third step of the analysis. The 
data that related to each theme was identified and categorised. At this stage it was 
important to ensure that the themes were supported by the relevant data (Braun & 
Clarke, 2006). 
5. Define and name themes  
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This was the stage when the researcher refined the themes and identified how sub 
themes interacted with the broader themes. Berg (1998) explains that a unified story 
needs to emerge from the various themes. 
6.   Produce a report from these themes that spoke to the aim of the research. 
   What is important is to ensure that the analysis should truly reflect the participants’ 
perceptions (Swartz et al., 2013). This therefore means that the researcher wrote up 
an interpretable report which clearly showed the extracts of the participants’ 
responses and related the themes, research question, and literature. 
 
3.9 RIGOUR 
According to Lincoln and Guba (1985) rigour and trustworthiness involve four main 
criteria which include transferability, trustworthiness, dependability and confirmability.  
 
3.9.1 Transferability 
Transferability is the ability of the researcher to demonstrate that the research provides 
enough details about a study and its participants in order to enable others in different 
settings apply it to their own contexts (Berg, 1998). Thick descriptions offered a detailed 
account of experiences extracted during data collection (Lincoln & Guba, 1985) on the 
setting in which interviews took place, the type of participants selected as well as the 
methodology used. 
 
3.9.2 Credibility 
According to De Vos et al. (2006) credibility means the degree to which information 
particularly on findings and methods can be trusted. Berg (1998) further explains that 
credibility seeks to ensure that the subject under research was accurately identified and 
described. In order to ensure credibility, member checking was adopted. This ensured 
that the voices of participants are part of the interpretation and analysis (Berg, 1998). 
The purpose of doing member checks is to eliminate bias in analysing and interpreting 
the results (Lincoln & Guba, 1985). This means that the analysed and interpreted data 
reflected what participants actually said. The exact words of the participants are at the 
heart of this report on the data. The participants were satisfied with the interpretation of 
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their responses after reading back to participants their responses. This was done at the 
end of each interview session.  
 
3.9.3 Dependability 
This refers to the degree to which research information holds true over time (Berg, 
1998). It attempts to account for changes that may occur over time as it pertains to the 
phenomenon (De Vos et al., 2006). This study ensured dependability by providing a 
thorough audit trail in the research report which highlighted how data was collected, 
recorded and analysed.  
 
3.9.4 Confirmability  
Confirmability means the extent to which a study can be corroborated by other 
researchers (De Vos et al., 2006). De Vos et al. (2006, p. 347) states that confirmability 
asks the question, “Does the data help confirm the general findings and lead to the 
implications?” An audit trial was used once again to ensure confirmability.  Lincoln and 
Guba (1985) point out that an audit trail is used to determine dependability and 
confirmability simultaneously. Berg (1998) argues that having an audit trial proves that 
from process to the end results the researcher did not just simply find what they wanted 
to find. The audit trail shows that the research compiled was not just the figment of the 
student’s imagination but is proof that a trustworthy and rigorous research was done.  
                                                                       
3.10 ETHICAL CONSIDERATIONS 
Ethical considerations primarily ensure that participants are protected from harm (Rubin 
& Babbie, 2016). Historically ethics have been ignored but they have increasingly 
become an important part in conducting a successful research (Berg, 1998). Ethical 
practice must uphold not only ethical responsibility to the research’s participants but 
also to the science of the research and the integrity of the steps taken to produce the 
research (Berg, 1998). De Vos et al. (2006) suggests that the meaning of ethics speaks 
to what is right or wrong conduct. In the context of research, it implies what is preferred 
behaviour in conducting the research. Workplace counselling carries some cultural 
connotations. It can also be a sensitive subject matter as counselling deals with the 
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emotions and behaviours of people. It was therefore imperative to ensure that 
participants felt safe and protected in participating in this research. The research 
received Ethics Approval from the University of Johannesburg Ethics Committee 
(Appendix B attached) as well as formal written permission to conduct the research from 
the organisation (Appendix A  attached). The following ethical requirements were met.  
 
3.10.1 Voluntary participation and informed consent 
The nature of this research is quite intrusive in that participants were asked how 
counselling influenced them on a professional and personal level. It was therefore vital 
for participants to understand from the very beginning the issues that this research 
could have triggered. The participants of the research were informed of what the study 
was about and they decided to participate voluntarily. This means participants were not 
forced to participate and understood what they were taking part in. Informed consent 
therefore involves making it clear to the participants the purpose and consequences of 
the study and voluntary participation means that the participant has agreed to 
participate in the research and was not coerced to do so (Rubin & Babbie, 2016). The 
information letter to participants explicitly detailed the purpose of the research and 
possible consequences of participating, including the time required for the research 
(See Appendix E). The second document was the consent form letter which each willing 
participant signed (See Appendix C). They were also informed in the consent form that 
they could withdraw from the research at any point without any consequences at any 
stage of the research. 
 
Informed consent implies that information pertaining to the purpose, advantage and 
disadvantages of the study as well as the procedures followed is communicated to the 
participant (Berg, 1998). This allows participants to decide whether or not to participate 
in the research.  De Vos et al. (2006) further explained that the emphasis for informed 
consent is that accurate and complete information is provided.  
  
The researcher also explained to the participants both face to face and via email that 
there would be no financial remuneration for participating in the research.  De Vos et al. 
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(2006) explains that participants may often decide to participate for various reasons. 
Persons with lower status may feel compelled to participate in order to receive payment. 
Although the participants of this study did not receive financial remuneration, benefits of 
the study included their input being a part of a research study that adds value to the 
organization, help improve psychological services offered to employees within the 
organization and gain a new perspective of well-being.  
Participants were well aware of the purpose of the study, benefits and disadvantages as 
well as the methodology and ethical considerations of the study which were enclosed in 
the consent document.  
 
The gatekeeper also had a firm understanding of what was expected of the organisation 
and participants in allowing the research to take place at the company. Information 
regarding the methodology procedures was also given to both the gatekeeper and 
participants. These included the data collection tool which was the semi structured 
interview schedule and the time needed for each interview. Participants were also given 
opportunities to ask on issues that needed further clarity. 
 
3.10.2 Confidentiality, anonymity and privacy 
Confidentiality is often used synonymously with privacy and anonymity but generally 
confidentiality speaks to the handling of information in a confidential manner and privacy 
is the right of an individual to decide the content and extent of their information being 
revealed (Berg, 1998). De Vos et al. (2006) explain that information given anonymously 
protects the confidentiality of the participant. These two concepts therefore work 
concurrently. Rubin and Babbie (2016) however argue that an interview process can 
never be considered completely anonymous because it makes it difficult to identify 
respondents if follow up interviews are made. The limitations of confidentiality and 
anonymity need to be negotiated with the participant (Rubin & Babbie, 2016). In the 
informed consent document, it was clarified that participation in the research project 
was entirely confidential and the information would not be released in any individually 
identifiable manner. All identifying information was removed from the interview 
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transcripts and was not included in the write up or in any article submitted for 
publication. 
 
In a plight bid to further uphold the confidentiality of the participants, the data was stored 
in a locked drawer and a password protected computer. Pseudonyms were also used in 
place of real names in order to uphold the anonymity of the participants. Interviews were 
conducted in a private space. Most interviews were done during lunch breaks outside of 
the company building. The organisation made it clear in their acceptance letter that they 
would not want the name of the organisation revealed in the report. The organisation is 
therefore referred to as “the organisation” to respect the anonymity of the organisation. 
Berg (1998) describes the protection of people’s identities as a high priority in the 
protection of the participants’ interests.  
 
3.10.3 Protection from harm 
Researchers should ensure that all research conducted does not cause any harm to 
participants. Harm does not necessarily mean physical injury. It also refers to 
psychological harm (De Vos et al., 2006). Berg (1998) explains that participants in a 
study can be exposed to the often subtle psychological impact of research. Given that 
this research delves into the personal lives of clients, it had potential to trigger some 
unpleasant memories or experiences. Rubin and Babbie (2016) also suggest that 
students may force participants to face aspects of themselves that they may not be 
aware of. The participant may therefore start to question their past moral actions and be 
forced to face realities that they were not aware of before the research (De Vos et al., 
2006).  
 
The researcher ensured that from designing the interview schedule and even the way 
the interview was conducted, sensitivity towards the participants was upheld. The 
questions in the schedule were revised to ensure that they did not intentionally arouse 
distress. It was not anticipated that any psychological harm would be caused by the 
interview, however the participants were given contact details to service providers such 
as ICAS Johannesburg which is already in contractual agreement with the organisation 
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and provides counselling services to its employees. ICAS employee helpline contacts 
were given as 011 380 6800. Private social workers that were made available for 
assistance included Marié Jansen van Rensburg whose contact details were given as 
083 778 3160 and Sindisiwe Mlotshwa whose contacts were given as 
sindi.c.mlotshwa@gmail.com. The participants were also given the option to skip any 
questions that made them uncomfortable without having to explain why. 
 
3.11 CONCLUSION  
This methodology chapter highlighted the approach, design as well as techniques 
followed to explore the perceptions of employees pertaining to the use of counselling as 
a service in the workplace. The ethical considerations used to safeguard participants 
and the efforts made towards upholding trustworthiness and rigor were detailed in this 
chapter.   
 
The next chapter discusses how data was analysed using the Braun and Clarke’s six 
step guide to conducting thematic content analysis and the pertinent literature used to 
help explain the themes established in the data. Findings in this chapter are illustrated 
using graphs and pie charts. 
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CHAPTER 4 
PRESENTATION AND INTERPRETATIONS OF FINDINGS 
4.1 INTRODUCTION  
This chapter presents the data collected from the interviews. The method of data 
analysis that was used in this research was thematic data analysis, of which the steps 
followed are presented in Chapter 3. Braun and Clarke (2006) explain that thematic 
analysis identifies common patterns within the data. Thematic analysis aims to identify 
themes that are important or meaningful in the data and use these to address the 
research questions. Braun and Clarke (2006) further explain that it is not merely a 
summary of the data but an interpretation of it. The research sought to identify the 
perceptions of employees with regards workplace counselling and explore the factors 
that encourage or limit employees’ use of that service.  
The study interviewed 10 participants in total: five who had participated in workplace 
counselling services and five who had not. This was meant to explore the perceptions 
and reasons that motivated and discouraged employees from utilising this service. This 
culminated in identifying ways to improve the service and get more employees to utilise 
workplace counselling.   
The first section of this chapter illustrates the demographic aspects of participants 
through charts and graphs. These aspects include the age, sex, and work experience 
and relationship status of participants. 
Furthermore, the themes that emerged during data collection are also explained in light 
of the theoretical framework. The major themes that were captured were employees’ 
perceptions of the workplace counselling service, access to counselling services, 
influence of counselling on work related issues, influence of workplace counselling on 
personal well-being, other coping strategies employees use, role of counsellors, 
organisational factors influencing workplace counselling, culture and beliefs and finally 
recommendations. 
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4.2 DEMOGRAPHIC INFORMATION 
4.2.1 Gender  
 
N=10 
Figure 4.1: Gender of participants 
The findings showed that 80 percent of the participants were female and that 20 percent 
were male. The gender of participants was not a criterion for selection. However, this 
suggests the fact that in general women participate in workplace counselling more than 
men. Zastrow (2016) supports this observation and stating that due to the socio-cultural 
constructs that dictate gender roles, the meaning of masculinity and the perception that 
seeking counselling is a sign of weakness may be the reason behind some resistance 
from male employees to participate in workplace counselling. Literature further supports 
the notion that due to various meanings attached to being open about problems and 
masculinity, men consequently tend to struggle with approaching counsellors for help 
when faced with personal and workplace challenges (Mkabela, 2005). Furthermore, 
they may therefore be less forthcoming in participating in a research study that requires 
them to admit if they have received the services. 
 
80%
20% 
Gender 
female
male
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4.2.2 Age  
 
N=10 
Figure 4.2: Age of participants 
The data indicates that the majority of participants (eight) were between the ages of 25-
35 years and two were between the age range of 18-25 years. This indicates that there 
is a rise of young employees making use of the service. This may be in line with the 
consultancy firm Deloitte (2010) which explains that more and more of the Generation Y 
employees born between 1982-2000 are making use of wellness programmes in 
companies, including workplace counselling. There is a recent change in perspective 
where employees are seeking employment that not only meets their financial needs but 
is able to meet their needs on a holistic level that is emotionally, physically and 
psychologically (Robertson & Cooper, 2010). The researcher believes that the young 
age of participants is a reflection of that change in perspective. Younger employees are 
becoming more aware of wellness initiatives in their organisations including workplace 
counselling services. 
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4.2.3 Years of experience at organization 
 
N=10 
Figure 4.3: Years of experience at organisation 
The years of experience amongst employees were criteria of selection for this study. All 
the participants were within the required years of experience which was at least three 
years. This allowed for employees to have acclimatized to the organisational culture as 
it pertains to wellness in the organisation. They were therefore able to make a 
meaningful contribution to the study. All participants had experience between three to 
six years. These results could be interpreted as a reflection of a rise in workplace 
counselling services and employees being exposed to these services quite early in their 
profession. Kitani (2014) explains that there are changing trends related to workplace 
counselling. As organisations are beginning to prioritise the service, this is also reflected 
in the most recent intake of employees in organisations who are receiving and making 
use of these services quite early in their employment. 
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4.2.4 Relationship status 
 
N=10 
Figure 4.4: Relationship status of participants 
The results indicated that 90 percent were single and 10 percent of participants were 
married. This could be read as an indication of the fact that there may be a wide range 
of issues employees may be seeking counselling for besides those concerns stemming 
from relationships. Literature reports that one of the main issues that employees 
approach workplace counselling is due to relationship-related problems (McLeod, 
2010). However, the fact that the majority of participants who have made use of the 
service in this study are actually not in any relationships may suggest that there are a 
wide range of issues that were of concern for employees that may not necessarily be 
centred on marriage or relationship challenges. 
The table below outlines both the themes and subthemes that emerged in the analysis 
of data. 
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Table 4.1: Summary of themes and sub-themes  
Themes  Subthemes  
1. Perception of workplace 
counselling 
Workplace counselling as a vital component of workplace wellness 
Workplace counselling as a tool to benefit employers not employees 
Perceived as a weakness 
Confidentiality 
 
2. Access to information on workplace 
counselling 
Information facilitating programmes for workplace counselling 
Referrals 
Lack of information not on-going 
3. Influence of work place counselling 
on work related issues 
Influence of workplace counselling on service delivery 
Workplace counselling and organisational reputation 
Workplace counselling and relationships with colleagues  
 
4. Influence of workplace counselling 
on personal issues 
Psychosocial challenges  
Assistance in traumatic life events 
Physical health 
5. Organisational factors influencing 
workplace counselling 
Forms of counselling offered by organisation 
Role of managers  
Resources available for workplace counselling 
Convenience of service 
 
6. Role of counsellors  Competence of counsellors 
Attitude of counsellor  
Demographic characteristics of counsellors 
 
7. Culture and beliefs Help seeking behaviour 
Cultural and spiritually motivated coping strategies. 
 
8. Recommendations  Incentives 
Raise more awareness  
The use of testimonials 
More Support from leadership 
cultural sensitivity 
visibility  
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4.3 PERCEPTIONS OF WORKPLACE COUNSELLING 
The study explored the perceptions that employees had towards workplace counselling. 
Some of the issues that stood out were that employees, including those that had not 
participated in the service, perceived workplace counselling as a vital component of the 
workplace and the perceived issues around confidentiality. Another perception that was 
shared by some participants was that workplace counselling was perceived as a tool by 
organisations to benefit the employer and not employee and finally that workplace 
counselling was also seen as a weakness within the organisation. 
4.3.1 Workplace counselling as a vital component of the workplace 
The majority of participants felt that workplace counselling was a necessary service to 
have including those that had not participated in it. In order for employees to function 
well in the workplace, they felt that workplace counselling was integral to work and life 
balance. The following responses indicate these perceptions: 
 “I think that it’s very vital and very important to have in an organisation. It’s a really 
good thing to have even with the small companies that are just starting. They should at 
least have one social worker to just be on site should any of the employees need 
counselling and the like. It’s imperative. In as much as you need desks and computers 
you need that kind of support service.” 
 “Okay my general perception is it’s really great, it’s a really good thing to have in an 
organisation because when people come to work they bring the entire person so that 
means they bring their emotional side and they bring their professional side so the 
professional is dealt with, but the personal side is going to affect the personal”. 
 “I think it’s good because, I haven’t used the service yet but I think it’s good when you 
find people who really work a lot. Because in different industries you find different 
workloads so sometimes you find people who don’t have anyone to talk to. They are 
going through stuff, so I think it’s really helpful”. 
A positive perception of workplace counselling could determine how people make use of 
the service in an organisation. McLeod (2010) further explains that there is a general 
positive view of workplace counselling. As mentioned in Chapter 2 (2.6.1.8) in the 
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literature review, this positive track record can be a factor that influences people to want 
to make use of services also recommend the service to other employees. In line with 
the theoretical framework, human relations theory, it supports the notion that workers 
are social beings who value their emotional and emotional needs (Gordon, 2007). 
Services that cater to support emotional and social needs of clients such as counselling 
are therefore viewed as vital by employees. 
4.3.2 Workplace counselling as a tool to benefit employers and not employees 
Not all participants perceived workplace counselling positively. Some participants, 
particularly those that had not made use of the service, felt that the only reason why 
workplace counselling was available was to improve the profits of the organisation and 
not necessarily that the organisation per se cared about the employees themselves. 
The following participants legitimate these viewpoints. 
 “I feel like it’s a show that companies put on that they are supposed to have it. I think 
it’s like more of a tick box that organisations can just say they can tick off”. 
 “Maybe because I think the whole idea is they want you to be fine so that they can help 
you perform better so I feel from that standpoint the counselling is already biased. In the 
sense that it’s channelled around making sure that as a resource employed by the 
organisation you perform better which is not bad. It’s good for the organisation but I am 
not sure if it will address all facets that the person is experiencing. Personally, I feel it’s 
more for the benefit of the employer than the employee”. 
This highlights the negative perceptions that employees hold about workplace 
counselling. There is sufficient evidence that the service is not really meant to benefit 
the employee but it is a service needed to make the organisation seem caring towards 
its employees. This can turn some employees away from making use of the service as 
they feel that their best interests are not the priority but that the organisation is using the 
service to put itself in a positive light. Similarly, as mentioned in the literature review 
chapter 2 (2.6.2.6), McLeod (2001) explains that counselling can sometimes be 
perceived as a tool by companies to boost their public image. This is important in 
encouraging promotions that their companies care for their employees. This focus on 
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public image can give employees the impression that their psychological needs are not 
necessarily the reason for the service in the first place and as a result, employees may 
be hesitant in making use of the service. 
4.3.3 Workplace counselling perceived as a weakness 
Making use of the service was perceived by some employees as a sign of weakness. 
The following statements reflect these views. 
 “My view it’s so negative when it comes to workplace counselling because if you go to 
workplace counselling, under your profile… so every employee has a profile, right, so 
that also gets noted that you went for counselling and so they think you are suffering 
that’s why most people they don’t go for counselling. If you are suffering a lot of anxiety 
and a lot of stress that can also be documented on your profile that this person doesn’t 
handle well with a lot of anxiety, a lot of depression and a lot of pressure so it always 
has a red flag with workplace counselling because it does not serve the purpose of 
helping you and later if you want to be promoted or moved to another department your 
manager will look at your employee profile”. 
 “It’s something that’s shunned upon that people look down upon”. 
 “If a certain unit of the organisation is given a certain name like employee wellness 
programme so if anyone hears that you went there, you just thinking what are people 
going to think of me so there is going to be that oh, do I have financial problems? Do I 
have work problems? Or I am just in trouble”. 
From these responses it is evident that there is a strong sense that employees feel that 
using the service may denote to others that they are weak and cannot handle life’s 
challenges. The literature reveals that this perception is not uncommon. Chambers 
(2010) explains that workplace counselling is perceived as a weakness and could 
determine if people with mental health challenges in the workplace will disclose their 
challenges and get further help. Participating in workplace counselling is also believed 
to influence career progress by preventing promotions (Mayor, 2007). This stigma can 
therefore be a discouraging factor in employees making use of the workplace 
counselling service. 
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4.3.4 Confidentiality 
The majority participants felt that confidentiality was a major hindrance linked to 
workplace counselling. Both those who had made use of the service and those who had 
not used the service felt that confidentiality was a major compromise in how they 
perceived workplace counselling. Some participants felt that their information would be 
shared with management making the client seem incompetent. 
The following responses show participants who felt that they could not make use of the 
service as a result of lack of confidentiality. 
 “I think not knowing where these people are in the company, are they independent? I 
think there is a bit of trust issues in the organisation. I might say this and then my 
manager thinks I am mentally not okay (laughs). I think the level of confidentiality and 
yes, I think I am not yet trusting enough to go there”. 
 “So obviously you know, every counsellor tries to do their work in a way that it’s 
something professional but only in the long run somehow your manager will give you 
feedback that when I was going through your profile I saw different things that you 
suffered and for every manager these people are always looking for competent 
employees and they go for that profile…. That’s why people don’t use counselling”. 
 “I think when confidentiality is questionable that’s a big one because in an organisation 
that I worked for but in a different branch the HR manager would obviously know 
personal things about people and she would always speak to her friends about it so 
having HR is a very confidential portfolio because you have peoples personal 
information, you know peoples salaries and you know what people are going through”.  
These responses are in line with Chivere, (2016) as mentioned in chapter 2 (2.6.2.1) 
who argues that one of the biggest drawbacks that employees have, particularly in the 
financial sector, is the fear that their mental challenges get exposed once they go for 
workplace counselling and this may jeopardize their chances for promotion.  
Interestingly, some respondents felt that workplace counselling was in fact very 
confidential as per the following responses: 
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 “I think one thing I like is you add the confidentiality when it comes with this so whether 
you are having problems with your manager it’s a very safe environment where I can 
voice it out”. 
 “I like the fact that it’s not really anonymous but it’s private and its confidential and its 
objective and someone giving their perspective in your emotional state. They are very 
helpful. My opinion is that they are very good”.  
 “It’s a place for you to be free and not be judged in that environment as well. People 
won’t know you are with the counsellor. It’s an intimate space”. 
Both these different groups of responses show that employees need to feel safe when 
they reveal intimate details about their lives. They need to feel that their work 
performance is not judged by the things they reveal in a counselling session. Roy 
(2014) explains that workplace counselling is meant to be a safe space where 
employees can collaborate with the counsellor to find a solution to their problems. When 
that space is compromised it may become difficult for people to approach workplace 
counsellors thus affecting how employees make use of the service. 
4.4 ACCESS TO INFORMATION ON WORKPLACE COUNSELLING 
Both participants that had not received counselling at the workplace and those that had 
made use of it emphasised the issue of how information was accessed particularly 
programmes run by the organisation to inform employees on workplace counselling 
services. Such programmes included wellness week, induction and emails to 
employees. Another aspect highlighted under access of information was referrals. 
Participants indicated that they had access to information on workplace counselling 
through referrals from managers and colleagues. The last important sub theme 
discussed as part of access to information was that most participants highlighted the 
lack of channels to bring about ongoing information of workplace counselling.  
4.4.1 Information facilitating programmes for workplace counselling 
Most participants highlighted that they had access to basic information of workplace 
counselling particularly at the beginning of their employment. During induction they 
received basic information on where they could receive counselling at the workplace. 
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Some participants also recalled having a wellness week some time at the 
commencement of their employment where EAP programmes were introduced to them. 
The following responses reflect these viewpoints.  
 “We have a programme at work where they told us about workplace counselling… it 
was part of the induction. They did mention it”. . 
 “So, when I first started working at that place they had programme where they teach 
you about the culture of the company, vision mission you get to meet other people in the 
business and the lady that’s in charge of the EAP came and she spoke about”. 
 “So, our organisation has a wellness week so we have psychologists and nurses. It’s 
very holistic. Nurses, lawyer’s psychologists, what else is there, dieticians so it’s very 
helpful. So, I got introduced to it in the wellness week”. 
The majority of information about workplace counselling seems to be given to 
employees at the beginning of their employment and not ongoing. This is important to 
highlight because it may be an indication that organisations see the service as a once 
off service and not necessarily a prioritised programme. Chambers (2010) supports this 
notion stating that wellness programmes are often regarded as once off programmes 
and as a result do not meet the needs of employees. As a result of this seemingly lack 
of interest by organisations to generate on going interest in these programmes, 
employees may also not make use of the service. 
4.4.2 Referrals  
The majority of participants who made use of the service highlighted that their first 
access to information on workplace counselling was through referrals from management 
or heard one of their colleagues being referred for counselling. The following responses 
indicate these findings. 
 “I went to my boss because the area that I work our boss, well not even boss mentor. 
We have that mentor relationship, so I told him the news and he was like don’t worry. 
Don’t come. We will chat later tomorrow.  If you want me to organise the counselling 
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session let me know then I can do that. I told him no please book me a service for 
counselling. At that time, I had not been to any bookings for counselling”. 
 “In my organisation I am in HR and with the employees that we service there was an 
employee that needed this service, so my manager made me aware that there are 
counselling services and we can just refer that individual to the service”. 
 “There is something that happened at work, so I was referred to that service so the 
reason why I know about it is there was an incident that happened at work and my 
employer referred me to the counselling services”. 
Most information that these employees knew about workplace counselling was as a 
result of referrals. The fact that the majority of people who had made use of the service 
were referred by management or heard other employees who were referred shows that 
in order for employees to make use of workplace counselling services there needs to be 
a supportive environment in which employees feel that they can access the service. An 
absence of a culture of mental wellness can often lead to employees keeping problems 
to themselves (Chan, 2011).  
A supportive environment includes not only fellow employees being supportive but 
managers, a theme that will further be explained in this chapter under the theme of 
organisational factors that influence workplace counselling. Depending on whether such 
a supportive culture exists that upholds mental wellness, employees may feel more 
inclined to turn to workplace counselling as a solution to personal or professional 
challenges. Furthermore, making sure that the employee’s social needs are met is an 
important aspect of management in the human relations theory. Provision of counselling 
through managerial referrals helps ensure that social needs of employees are met as 
counselling helps employees address their social challenges and execute their work 
duties more efficiently. 
4.4.3 Lack of ongoing information of workplace counselling  
An overwhelming number of participants acknowledged that though there were 
programmes that allowed them to have access to information at their induction, there 
was no ongoing information about workplace counselling. It is a service emphasized at 
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the beginning of the employees’ term of office in the organisation and then employees 
hear very little about workplace counselling unless through referrals. The following 
responses illustrate these challenges. 
 “I think if they expose it to us more often. I think I was only told about it when I joined 
the organisation, so I don’t know so much about it. Maybe if every month they can have 
a thirty minute what, I don’t know but maybe to hear more about it, to advertise more 
about it because if I hear about it just at induction which was 4 years ago and I don’t see 
it anymore and I just forget about it”. 
 “If we could hear more about them on a regular basis like hey we have got such a 
thing, if they let us know and remind us yearly. I think it would help. Because we did 
have a case of a guy who committed suicide so maybe if it was detected early he 
wouldn’t have”. 
 “They were introduced to the wellness programme but maybe they are going to need it 
5 years later and they are really not informed of who they are or what they do. Some 
other people in the organisations were even shocked that we have an employee 
wellness programme”.  
Responses from participants indicate that employees have a basic knowledge of 
workplace counselling from induction but because it is only emphasized at the 
beginning many employees lose interest or simply don’t have enough information to 
make use of the service. Linde (2015) agrees stating that many employees are not 
aware of the services that are available to them as organisations fail to provide 
information on wellness programmes such as workplace counselling. Information in 
workplace counselling needs to be consistent and programmes need to be visible in 
order to build a positive wellness culture in an organisation (Cooper & Leiter, 2017). 
When there is lack of information about workplace counselling many employees tend 
not to make use of the service as employees cannot make use of services that they are 
not aware of or know much of.  
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4.5 INFLUENCE OF WORKPLACE COUNSELLING ON WORK RELATED ISSUES 
The researcher sought to ascertain if employees thought counselling had any effect on 
work related issues. Both those who had used the service and those who had not felt 
workplace counselling had a positive influence on work delivery, relationship with 
colleagues and the overall organisational reputation. These subthemes are discussed 
below. 
4.5.1 Influence of workplace counselling on service delivery 
Employees felt that workplace counselling made them more productive in service 
delivery as it pertains to their role performance and interaction with clients. A clear 
illustration of this is shown by the following responses. 
 “It does I actually did better that month when I was going for counselling. That’s when it 
clicked that you don’t need to see a counsellor when you are going through stuff you 
generally need to”. 
“I think using the services does help with your work, does help you personally do better 
because you think better. You are able to bring creative ideas because you are in good 
state of mind rather than when you are going through a lot”. 
“I think one other thing is that I learnt to look at my clients not just myself but also 
understanding who clients are and also understand the people that I work with”. 
It appears that when counselling addresses psychosocial issues or events in a person’s 
life it also mediates the distractions that these complications bring into the workplace. 
Maiden and Sharar (2017) support this notion in stating that according to the Workplace 
Outcome Suite scale, workplace counselling resulted in a positive impact on workplace 
productivity. Therefore, enhancement of job performance may be a reason behind some 
employees continuously making use of this service. Likewise, the human relations 
theory emphasises that when a positive work environment is cultivated and the social 
challenges of employees are addressed, this has a positive impact on productivity 
(Gordon, 2007) 
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Workplace counselling does not just help employees become more productive but has 
helped some employees actually deal with the people that they serve. Literature 
supports this viewpoint stating that workplace counselling was reported to have helped 
employees develop listening skills, relationship-building as well as self-awareness skills 
(McLeod, 2010). These skills are vital when working with clients. The perception that 
workplace counselling improves delivery can be a motivating factor behind why others 
would be convinced to use the service and why other employees would make even 
more use of the service. 
4.5.2 Relationships with colleagues  
Participants that had made use of the service felt that workplace counselling helped 
them improve relationships with people at work, including colleagues. This could add to 
the appeal for people who have not used the counselling service as conflict in the 
workplace is a serious concern. It could also encourage those who have made use of 
workplace counselling make more use of the service. Some participants felt that their 
relationships with colleagues improved when they used the service and those that had 
not used it felt that it would be beneficial in helping them deal with different 
personalities. 
 “It’s quite interesting that we work with people that are in offices or in this open plan 
space but no one really knows how to deal with each other due to the different 
personalities we have. So going to counselling made me ask myself if I have these 
feelings what about the next person and how I tend to interact with others changed 
because I understand that they also have a personality that if we are in this environment 
in this office or in this workplace we need to know each other’s personalities and how to 
deal with each other”. 
“It can also help in team dynamics because we work with different backgrounds with 
different people so in a team where there is a lot of dynamics then counselling can also 
help you to deal with conflict and different personalities”. 
“It sounds like I am repeating myself but we get to deal with workplace issues before 
you get to HR to handle conflict management, people with a condescending personality, 
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so I think those things can be handled and one can avoid HR because that facility you 
can go deal with it for yourself as well with the counsellor”. 
However, some participants felt that workplace counselling was not effective in dealing 
with workplace conflict between colleagues as shown below. 
“I don’t think it can address conflict for the mere reason that it is independent or let me 
say it can help understand the problems of one party but it won’t help solve conflicts 
between the two and sometimes that might be caused by the unwillingness of one party 
to cooperate because sometimes they know that this is just a workplace counselling”.  
“I don’t really think so. If the person is only there to counsel me I don’t know… are those 
not HR”. 
Literature supports the assertion that workplace counselling helps give people the tools 
they need such as conflict management in the workplace (Arend, 2008). The human 
relations theory supports this viewpoint by stating that there is a need for harmony when 
working with other employees. Work is seen as a group activity and there should be a 
degree of social harmony for duties to be executed efficiently (Bauer, 2012). It is 
possible that when employees are referred as a result of conflicts with colleagues they 
may learn skills that will help them address interpersonal challenges and encourage 
them to make even more use of workplace counselling.  Employees that have not made 
use of the service admitted that they had challenges with dealing with colleagues with 
different personalities. The need to address this challenge may lead them to seek 
workplace counselling that offers anger management, conflict resolution and mediation 
as part of that service.   
However, Kassim (2010) also agrees with employees that see in-house conflict as an 
HR function stating that many organisations would rather deal with their issues within 
the organisation than to seek independent or outsourced counselling services for 
confidentiality reasons. 
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4.5.3 Workplace counselling and organisational reputation 
The study sought to explore participants’ perceptions of workplace counselling and 
some of the participants indicated that workplace counselling helped them see both 
their work and the organisation as a whole in a different light. It gave the impression that 
organisations cared for their needs and not just targets they needed to fulfil as indicated 
in the response below. 
“It will also improve on our productivity after we have dealt with whatever things we 
were dealing with and then it’s every organisation’s dream to have happy employees. 
For me that’s a big one because after that I did see an improvement in the way I 
perceive the company. In the way I perceive my work it became more productive”. 
“It does because I don’t know if I should call it a perception but then it gives me the 
comfort that they care. They don’t just care about the 40 hours I spend there but they 
also care about how I am doing”.  
It is clear from these responses that workplace counselling is not only perceived as 
improving productivity but employees feel that they are valued rather than just people 
engaged to meet targets. This is supported by Carol (1996) as explained in Chapter 2 
(2.5.1.1) who adds that it can also attract employees to use the service as it sends a 
message that an organisation that puts effort in ensuring the mental well-being of their 
employees is concerned not only in financial gain but their employees as well. As 
mentioned previously in the literature review in Chapter 2 (2.5.1.1), a good 
organisational reputation is strongly linked to its promotion of mental health (Jackson, 
2013). Employees are more likely to participate in mental health initiatives at the 
workplace if they feel that they are valued as people and not just workers. Linking with 
the theoretical framework which is Human Relations Theory, employees are social 
beings that must be appreciated first as people before they are seen merely as people 
engaged to meet targets (Gordon, 2007). 
4.6 INFLUENCE OF COUNSELLING ON PERSONAL WELL-BEING 
Participants in this study who had participated in the service felt that workplace 
counselling had a positive influence in their personal well-being. Those who had not 
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made use of the service still perceived workplace counselling to be a service that could 
address personal issues. Participants pointed out the influence of workplace counselling 
on dealing with psycho social challenges, dealing with traumatic life events and physical 
health. These subthemes are discussed further below. 
4.6.1 Psychosocial challenges 
The majority of participants understood workplace counselling as a service that was 
available to them to address psychosocial challenges as evident in the following 
participants: 
“In my opinion it gets things off your chest. Sometimes you are in a place where you are 
like no one will understand or your mind is just cluttered with whatever situation you are 
going through and actually that person helps you take the burden off. It helps you to 
better deal with your stress”. 
“It’s something that is emphasized within the organisation that if you are having stress 
or if there is anything sort of affecting you, it might be personal or work related as long 
as it affects you may be emotionally, psychologically, you can contact these people”.  
These responses demonstrate that employees generally understand workplace 
counselling service to be a service that is provided to help assist in psychosocial issues. 
The human relations theory acknowledges that the feelings and attitude of employees 
need to be upheld to create a positive work environment (Bauer, 2012). Workplace 
counselling is a service that upholds the psycho social needs of employees and 
therefore helping to create a positive environment. McLeod and Henderson (2003) 
support this observation by stating that counselling has been known to help give a new 
perspective on behavioural, social and emotional challenges. McLeod (2010) further 
established that workplace counselling can help address psychological symptoms of 
stress. This positive track record may be an encouraging factor in people seeking help 
through workplace counselling.  
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4.6.2 Assistance in traumatic life events 
The majority of participants, even those who had not participated in the service, 
understood that workplace counselling was a service that helped employees go through 
traumatic life events such as death, financial challenges and family issues.  
“You don’t need to disclose anything but the services are available for your needs 
whether you have experienced a loss, whether you are going through financial difficulty 
whether you are going through traumatic season they are available”. 
“What I understand is that workplace counselling is a counselling service offered to 
each and every employee that you may utilize in times of need because at times people 
might have problems at home, people might have problems with relationships or 
finances. So we should have counsellors on standby”. 
“I think it can be effective because some of the personal issues we do bring them on to 
the workplace. Like if you have financial situations at home you will act in a certain way. 
So I think it will benefit them because I think for example you have suffered loss and 
when you get to the workplace you need the same support. If something were to 
happen, if you have a mild breakdown it would still be beneficial”. 
Often employees experience unexpected life events that have an impact on their work 
performance. Participants in this study indicated that they understood counselling to be 
a service that would help them go through life events. The ecological systems theory 
recognises that often in the interaction of systems, conflict may arise that may exist in, 
for example, an individual’s microsystem which is a person’s immediate environment 
such as family (Bronfennbenner, 2009). Literature supports this function of workplace 
counselling by stating that unexpected life events can cause employees to be distracted 
in their work and raise absenteeism levels (Cole, 2003). Workplace counselling has 
been found to help employees address issues arising in their personal life. In the same 
way Sangweni (2006) states that studies have shown that counselling helps people 
overcome personal problems such as life transitions and have prompted them to seek 
further help. The capacity of workplace counselling to help in these life changes can 
draw more employees to make more use of the service. 
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4.6.3 Physical health 
Some participants recognized the impact of workplace counselling on their physical 
health. They understood workplace counselling to involve positively impacting not only 
the mental well-being of employees but the physical wellbeing. Workplace counselling 
was seen by participants as being able to help alleviate stress which could lead to other 
chronic diseases such as high blood pressure. The following response is revealing:  
“I think physical help as much as the counselling deals with your mental and emotional 
stability or emotional intelligence, the benefits to your physical wellbeing are also 
evident when you are okay mentally. Physically as well you won’t be prone to physical 
ailments due to stress that in other instances you wouldn’t have been able to kind of 
relieve of in the workplace”. 
Literature indicates that workplace counselling has been proven to have physical 
benefits.  Berry et al. (2010) suggests that mental health challenges such as anxiety 
and depression often lead to preventable conditions such as heart failures, strokes and 
obesity. Chadee (2011) further adds that workplace counselling provides an alternative 
to negative coping mechanisms such as drugs and excessive alcohol when it pertains to 
dealing with life challenges therefore avoiding physical illness that come with those 
negative coping mechanisms.  
4.7 ORGANISATIONAL FACTORS AFFECTING WORKPLACE COUNSELLING 
Participants highlighted some key factors that influence their participation in workplace 
counselling as it relates to the organisation itself during the interview. The subthemes 
discussed further below include the role of managers, forms of counselling offered by 
organisation, convenience of service and resources that are made available as it 
pertains to workplace counselling. 
4.7.1 Forms of counselling offered by organisation 
The participants highlighted that their organisation offered two basic forms of 
counselling in the workplace. Some participants went on to describe their preferences 
as it pertained to face to face counselling and telephonic counselling. Some participants 
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preferred to have face to face counselling, particularly those who had made use of the 
service as shown in the responses below. 
“One thing I think they can improve is sometimes counselling is different over the phone 
and actually I had to request face to face counselling because sometimes there are 
things you cannot just say but can be seen through body language”. 
‘When it comes to drawbacks I think it’s because they don’t know who the person is. 
Also, that it’s not one on one, it’s not in person, maybe. I am not sure because I haven’t 
used it but I am thinking it might not be one on one”. 
This could indicate a need where employees feel they would want to physically see and 
interact with counsellors. The literature shows that the specific form of counselling that 
employees choose to pursue is based on personal preferences and the challenges they 
need to discuss. Employees may prefer other less intrusive methods of counselling if 
the employee feels that the nature of the problem is too embarrassing to discuss face to 
face (Geldard & Geldard, 2012). Other participants, particularly those who had not 
made use of the service, preferred telephonic counselling as shown in the responses 
below: 
“To me it’s quite uncomfortable. But the good part is there is a 24-hour calling service, 
so I guess you can call. Maybe that can also help to have a person you not seeing face 
to face. Without the fear of exposing yourself to someone you don’t know”. 
“Some people would love face to face. So I think I would love the confidentiality of it for 
example calling a toll free number and then after that I can be comfortable enough to 
meet with them face to face”. 
Depending on the form of counselling that organisations have in place, this could be a 
drawback or an encouragement depending on what employees prefer. When it comes 
to what forms of counselling people would prefer it would seem that comfort and 
confidentiality play a key role in that decision. As discussed in Chapter (2.4) it appears, 
that a rising number of employees prefer less intrusive methods of conducting 
counselling such as online counselling and telephonic counselling (Geldard & Geldard, 
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2012). There is also a view that telephonic counselling is more convenient as one does 
not have to wait weeks for an appointment particularly when there is a sense of urgency 
in the matter (Newenham, 2014). Telephonic counselling can often be anonymous and 
private. With face to face counselling though efforts are made to ensure there is a 
certain level of confidentiality, the reality is one’s physical identity gets known to the 
counsellor. This can be uncomfortable, particularly if the counsellor is in-house.   
4.7.2 Role of managers 
Most participants felt that managers carried a great amount of responsibility with 
regards workplace counselling. Most participants in this research thought that 
management should be able to point out issues that employees are facing that may 
require workplace counselling and make the necessary referrals. This is indicated in the 
following responses:  
“Having a manager who can identify that you have a problem not only to identify that 
you are missing the targets but that there is actually a problem”. 
“Even me I’m a mentor at work and my mentee just went through something a few days 
ago. Her roommate committed suicide and she is the one who found the body and I was 
like you need to go for counselling. I was now referring her and she is seeing my 
therapist as well which is amazing”. 
“I think the HR is aware of personal problems that might be happening within the 
organisation let’s say for example someone lost a loved one or whatever, or they have 
been sick and they have been involved in a traumatic experience. I think for such 
people definitely it has to be a prerequisite if they have not done so in their own 
personal capacities to get counselling”. 
From these responses, it is evident that employees feel that managers need to be 
trained in being able to identify issues that employees face and play a supportive role 
through referring them for further counselling. The main tenets of the human relations 
theory also emphasise that managers play a key role in ensuring that employees’ needs 
are met at the workplace (Gordon, 2007). These needs can include meeting their 
psycho social needs through referring employees for counselling. The literature 
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confirms this notion in stating that there is an expectation from employers to have more 
training in identifying problems in employees and detect early warning signs of mental 
issues such as depression (Linde, 2015). McLeod (2001) also points out that employees 
and management can learn how to detect symptoms of anxiety and other mental illness 
to help people with these challenges receive assistance earlier. This support and 
persuasion from management could have the positive effect of making employees use 
the service more.  
Some participants felt that it would help if management also made use of the service. 
Not only should managers communicate about how good workplace counselling is but 
must themselves lead by example and participate in workplace counselling. The 
following responses are a reflection of this: 
“I think definitely it starts from there and if your leaders are trained they are able to train 
people on the floor .and if your people on the floor are trained they are able to treat 
themselves and their clients better. It has to be a think that trickle down from leadership 
because if you are expecting your employees to grow but the leaders don’t go then how 
will the leaders speak to the employees and how to handle them so I think emotional 
wellness is so important not only in organisations”. 
“If we can also have managers make use of the service and share their stories I believe 
people can go for counselling”. 
Participants feel that employees model individual behaviour upon what they see from 
those in management. Although it is not very clear in the literature, it is very evident that 
employers set the standard when it comes to wellness initiatives. Management 
determines policy, how resources are allocated and the dissemination of knowledge 
(Linde, 2015). Management can also determine attitude towards workplace counselling 
and if employees recognize that their leadership makes use of the service this could 
make them want to make use of the service as well. When leadership makes use of the 
service it also breaks negative perceptions that could emanate from stigma and give 
employees who were hesitant about using the service courage to at least attempt to do 
so.  
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4.7.3 Resources available for workplace counselling 
Participants in this study indicated some of the resources available in the organisation. 
This includes physical facilities such as buildings which was an attraction for employees 
to use the service. However, some participants felt that the resources available were 
inadequate leading to people not using the service. The following responses indicated 
that some participants were drawn to workplace counselling because of the excellent 
facilities present.  
“I also think it’s just a comfortable environment even the way they have styled the place. 
Yes, the wellness centre and there are bean bags, coffee machines, there is a carpet, 
there’s like a hanging chair. You can sit there so it’s really a comfort place and you can 
automatically feel free and you can express yourself I love it as well”. 
“We have a specific dedicated division that deals with wellness, so you can go there 
anytime so the nurses are there, the lawyers are there so the whole year maybe you 
need. We have psychologists and nurses. It’s very holistic. Nurses, lawyer’s 
psychologists, what else is there, dieticians so it’s very helpful”. 
The organisation has resources available which can attract employees in actually 
making use of the service. Literature in chapter 2 (2.7.2) supports this assertion that 
when organisations show a buy-in to mental health in the workplace by providing the 
resources needed to promote that cause, then employees are more likely to use the 
service (Jackson, 2013). In this case this could be tangible resources which can help 
employees take initiatives such as counselling more seriously. 
On the contrary other employees stressed that there were not enough resources, 
explaining therefore why they did not make use of the counselling service as suggested 
in these responses 
“Resources my friend, counselling, have a specific room for counselling because we 
don’t have a full-time counsellor at the organisation and you need to book an 
appointment and based on that appointment you can then see a counsellor. Maybe 
more resources or more money invested would be of better use”. 
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“For me it would be the availability of the counsellors. It’s normally on times where they 
are available on a Wednesday from 2 to 3 or from 3 to four so there is not much 
availability that is there. No flexible hours on their side because they have commitment 
in other companies so let’s say they only come to a specific company let’s say 
Wednesday. It’s not like a nurse. When you sit, they attend to you so there are limited 
resources for counsellors to provide that service”. 
It is the lack of counsellors on the ground that could possibly explain why many 
employees fail to make use of the service. Not only can it be interpreted as a sign that 
management may not take the service as a priority but lack of resources such as 
counsellors makes it even more difficult to meet the growing psycho social needs of 
employees. This engenders negative perceptions in the employees to make use of the 
counselling service. 
4.7.4 Convenience of service at the organisation 
As part of organisational factors influencing the use of workplace counselling, the 
participants who had not used the service and those who had used the service both felt 
the workplace counselling service was convenient as it pertains to proximity and 
affordability. The participants who had not made use of the service felt that because it 
was free and could easily be accessed they would consider using the service. Those 
who had used the service felt that the convenience of the service was one of the things 
that attracted them in using the service. However, some participants also reported that 
due to their work schedules they felt that the service was an inconvenience. Participants 
indicated that because of the fact that workplace counselling services are free this in 
itself was an attraction to make use of the service as shown by these responses. 
 “It’s free (laughs.) That’s number one, they don’t have to pay psychologists thousands 
of rands at work… it’s free, and it’s convenient”. 
 “The other thing is they tend to be for free so if you don’t have funds to pay for 
someone who needs to be paid out from your pocket it’s something that you can use”. 
“For me for the fact that it’s free (laughs). I won’t lie that was the first attraction that oh 
its free and it’s also because I come from an experience where I have seen my family 
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members go for counselling and see how much they paid for counselling to go there so 
for me when they said it’s for free I told myself there is a point I will get in life wherever I 
am going to utilize the service I am going to utilize it”. 
Literature acknowledges that workplace counselling services are mostly offered for free 
as it is the organisation’s initiative to ensure that this service is available for the psycho 
social needs of employees and as a result increase employee productivity (Cole, 2003). 
Counselling outside of the workplace can be extremely expensive, making it out of 
reach for some employees. Employees who feel they need this service would be more 
willing to make use of the service as it is free. Employees who previously had very little 
interest in the service may attempt to use it simply because they do not lose anything 
financially as highlighted in some of the responses. 
Another huge pull related to convenience was the proximity of workplace counselling. 
The organisation in which participants were interviewed has a wellness centre within the 
building where workplace counselling is conducted. This means that participants do not 
need to travel long distances to obtain these services. The following responses reflect 
this 
“I think the fact that it’s at work. Ninety percent of our lives is at work so it’s easily 
accessible for me I know I don’t have to drive somewhere far but also have the option of 
speaking with someone at the workplace for people to see me. There’s an option for me 
to drive to their offices. For me it’s the comfort, the ease”. 
“It is easy and you are working on your desk so it’s not like somewhere you have to 
drive out” 
Proximity, according to literature, is a key component in encouraging employees in 
making use of the service. The work environment tends to be extremely busy. 
Employees may not always have the time to travel in order to receive services. 
Proximity of services can therefore be an attraction as seen by the responses above for 
employees to make more use of the workplace counselling service 
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Not all participants viewed workplace counselling as convenient. One of the participants 
who had not made use of the service and one participant that had made use of the 
service felt that due to the work and need to fulfil targets there was just no time to go for 
workplace counselling: 
“I think at my workplace you get 6 sessions of face to face counselling so those 6 
counselling sessions it might become an issue depending on the line manager you work 
for because they would be like why you taking this time off so those are some of the 
challenges that you can’t be taking work off now and the phones are ringing. You have 
targets to meet for the day”. 
“So, time constraints definitely. You need to work and there is no time to do it”. 
This can be a barrier to people making use of the service as the service is provided at 
work and employees at work do not always get the time to meet both their targets and 
have time to attend their sessions. Literature suggests that management plays a key 
role in creating time to which employees can see workplace counsellors. There needs to 
be room that allows employees to go for their sessions without time constraints being an 
issue (Linde, 2015). However, this remains a challenge and one of the reasons why 
employees do not make use of the service. 
4.8 ROLE OF COUNSELLORS IN WORKPLACE COUNSELLING 
The majority of participants viewed counsellors in the workplace as an important factor 
in determining their participation in workplace counselling services. The counsellor’s 
competence, general attitude and demographic characteristics seemed to be issues that 
came up in the findings as it pertains to the workplace counsellor’s roles. These will be 
discussed in the subthemes below. 
4.8.1 Competence of counsellors 
Some participants were of the view that the counsellor’s experience and relevant 
knowledge of the focus area of the organisation was important. Without the presence of 
specialised knowledge, professionalism about the work done at the organisation and 
relevant experience, participants perceived that this would be a barrier to them 
participating in workplace counselling.  The following responses reveal this view point. 
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“I guess the professionalism and the relevance of the counsellor and how they appear 
and support in that session makes you want to go back”. 
“So I think workplace counselling can work if the workplace counsellors are 
knowledgeable about day to day about that person. Like what you said about targets, if 
the counsellor has no clue of how a sales person can work they won’t be able to give 
advice on how a sales person can work because they don’t know a thing. So as much 
as they know about psychology they don’t know about what you are facing, they can’t 
really give you solid advice, so I think if a psychologist or someone giving workplace 
advice in a certain place must have an overview of the industry. It will take them miles 
with anyone they interact with”. 
“Get a counsellor with a lot of experience that can help”. 
Employees want to speak to someone who understands their context. The literature 
emphasizes that counsellors need to be competent and relevant within their areas of 
practice particularly within workplace counselling (Roy, 2014). Roy goes on to explain 
that workplace counselling is a specialised field which requires counsellors to have 
received thorough training, gained experience and been tested of their competency in 
the area. Employees are more likely not to use services when counsellors are reported 
to be incompetent and lack knowledge of what the employees are going through. 
4.8.2 Attitude of counsellors 
Both employees who had made use of the service and those who had not used it 
believed that the attitude of counsellors was important to determine whether or not 
people would use the service. Both groups agreed that there was a need for counsellors 
to be supportive and show a genuine interest in employee well-being. This is shown 
from the responses below: 
“There is one lady that said the counsellor wasn’t interested in understanding the 
person so I think maybe make them understand that it is a service and not just 
something they do from 2 to 5 and that’s it from the counsellor’s side because it just 
feels like you’re in a financial meeting and someone tells you, you need to save and 
that’s it”. 
96 
 
“I told myself I am still going to see her and the benefits of having that outlet because I 
am like I can’t wait for Wednesday because I can’t wait to tell her what just happened. I 
think she is a real support structure in my life. I don’t see her as the therapist. I see her 
as more than that. She is irreplaceable to me”. 
Similarly, with the previous sub theme discussed it’s important that counsellors are 
supportive and positive in their interaction with employees (Linde, 2015). Good 
experiences in counselling sessions can help employees make use of the service even 
more. In line with the human relations theory, workers excel when treated humanely 
with dignity and respect (Bauer, 2012). Counsellors at the workplace can play a key role 
in this by respecting the information given to them by workers and provide a competent 
service. Those who have not used the service may get positive feedback from those 
who have. From these responses it is clear that employees tend to share their 
experiences of counselling at the workplace with one another. A positive experience 
with counsellors who have a helpful and encouraging attitude may cause employees to 
use the service even more. 
4.8.3 Demographic characteristics of counsellors 
A few participants did feel that demographic details about counsellors such as age and 
sex were important in determining whether or not they would make use of the service as 
reflected in the response below. 
“Maybe the gender of the person, the age of the person. Your level of trust. Maybe 
those could be drawbacks. So maybe you would find people are doing the counselling 
are young then they won’t really trust them. Then if they are male, I might not find them 
very sympathetic”. 
How people view counselling is largely as a result of the contexts and socio-cultural 
constructs that make up those contexts (Swartz, 1998). This is also evident in the 
ecological systems theory which is one of the theoretical frameworks for this study. If 
the perceptions around masculinity are strongly associated with being detached and 
cold when it comes to psycho social issues, then male counsellors may be perceived as 
such (Moodley, 2007). This can be true with regards to age which could be closely 
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associated with competence. Employees may be uncomfortable with talking to 
counsellors who are around their age or younger fearing they would not understand 
their issues. Sometimes the reverse can happen where younger employees may not 
feel that older counsellors can relate to their issues. Ruane (2010) makes a suggestion 
for workplace counsellors which is to confront meanings employees may attach to social 
constructs that they might have. This could be an opportunity for both the employee and 
counsellor to see what issues could cause them to hold back as it relates to their 
perceptions around the demographic aspects of the counsellor.  
4.9 CULTURE AND BELIEFS 
Cultural and beliefs are an important aspect that participants highlighted. Participants 
who had made use of the service and those who had not saw their culture and beliefs 
as an important factor in considering whether they would use the workplace counselling 
services or not. Important aspects highlighted by employees are the influence on culture 
and spiritual beliefs in help seeking behaviour and other coping mechanisms employees 
would use relating to their culture. These two subthemes will be discussed in detail 
under this theme. 
4.9.1 Help seeking behaviour 
Some participants perceived culture to highly influence their decision in making use of 
the service. Participants explained that African culture in particular was not necessarily 
open to counselling with strangers in general particularly older black males. Workplace 
counselling was often thought of as something people of a certain race and culture did. 
Participants also felt that their religion also played a key role in how they not only made 
use of the service but how they actually responded to the service. Some participants felt 
that because their religion and culture had been taken into account this made them 
make even more use of the service. Other participants felt that for them it was an 
important aspect in decision making to consider when choosing to use workplace 
counselling as shown in the responses below. 
“People want to see people that will understand them and that can relate so if you feel 
like your counsellor can’t relate you won’t bother going. You will just try to figure it out by 
yourself. So, I think from that perspective have more counsellors with an African 
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perspective. I will definitely advocate for that because let’s face it as much as we are 
living in a rainbow nation there are some issues. Black tax for example, white people 
don’t know what black tax is. People are in debt because of black tax and you know 
when you can’t relate it may be difficult to empathise, that sort of thing”. 
“I guess another challenge may be stereotypes so depending on the demographics of 
the individual, 45, 50 or 60 year old male from Limpopo or KZN for them counselling is 
not something that they grew up knowing it would help so that would be something that 
they would frown upon. That could be another challenge in actually making use of those 
services”. 
“I guess I would go to someone for counselling who doesn’t share my beliefs if they 
don’t impose or act against what I believe in because I believe that in life we meet 
different people who believe in different things as long as they don’t antagonize my 
beliefs and demoralize the word of God and what I believe in”. 
This shows that culture and religion is something employees consider when thinking of 
whether to use the service or not. Literature further notes, as indicated in chapter 2. 
(2.6.2.2) that many mental health interventions are embedded in western culture and 
often do not take into account terminology, methods of intervention and manifestations 
of mental health that can differ from one culture to another (Mkabela, 2005). Employees 
can therefore lose faith in workplace counselling because it may not always consider 
elements of their culture in the projected intervention. Another important aspect is the 
different roles assigned to both men and women in different cultures. Most participants 
spoke from an African cultural perspective and noted the difficulty it would be for older 
men for example to be vulnerable with counsellors. Zastrow (2016) agrees and points 
out that it is very difficult for men to express themselves and their emotions as 
portraying emotions is a sign of weakness often due to ideas of patriarchy perpetuated 
by African culture. It is clear that people’s culture has a real influence on whether they 
would reach out for help through counsellors at work or make use of other more 
culturally appropriate interventions. 
99 
 
It also seems important that at the very least counsellors respect and recognize the 
religious beliefs of employees. Although participants in this interview emphasized the 
Christian religion but literature shows that religion in general can have a bearing on how 
people perceive and use mental health interventions such as counselling (Ruane, 2010. 
South Africa has religious, spiritual and deeply cultural approaches to mental health 
(Mashamba, 2007). Within the ecological systems framework, the culture and customs 
of individuals influence perspectives and views. For example, some employees may 
choose not to use services if it contradicts to religious beliefs as it pertains to marriage, 
work ethic and gender roles. The employees’ beliefs and religion can be an area of 
several dilemmas. However, when the employees’ religion is respected and even used 
as part of the therapeutic intervention employees are most likely to be encouraged to 
make even more use of the service.  
4.9.2 Cultural and spiritually motivated coping strategies 
Participants in this study indicated that there were other ways in which they coped with 
stress and challenges which could be motivated by their culture and beliefs. Two of the 
main coping mechanisms highlighted are family interventions and spiritual guidance. 
Employees prefer to turn to family interventions than make use of workplace counselling 
service as shown by the following responses: 
“I spend a lot of time with family”. 
“Yeah, I do have a few people that I actually talk to and whether it’s enough or sufficient 
I am not necessarily sure because remember these are not professional people. Family 
and church normally that’s the circle I have”. 
From this study it highlights that although workplace counselling is a good service to 
have other employees may turn to family relationships to help them go through life 
challenges such as marriage or financial issues. This is further supported by Mkabela 
(2005) who explains that in other socio-cultural contexts people may choose to lean on 
communal ways of dealing with problems than dealing with issues as an individual 
through counselling. Communal methods that alleviate challenges in life may include 
groups of families coming up with solutions rather than outsiders such as counsellors. 
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This may mean that employees may not utilise the service due to the fact that there may 
be other preferred ways of dealing with their issues that are relevant to their cultural 
beliefs.  
Employees would rather turn to their spiritual beliefs when coping with problems than 
counselling. The following responses were given when participants were asked how 
employees cope with stress: 
“We others also have church (laughs) I don’t know”. 
‘My spiritual side would carry me, Christian counselling, prayer and regular fellowship 
with the saints, that’s what would help me cope even with work related although 
sometimes it feels like it doesn’t really address work related issues. I had to make it 
work. I had to make it relevant and applicable, but it was a challenge”. 
Some participants did not feel the need to go for workplace counselling when their 
challenges could be dealt with through the intervention of their various churches. The 
church acts as a strong support system for the local community (Joyce, 2009). It is fair 
to say people may not attend workplace counselling due to the fact that they are already 
receiving counselling services with spiritual leaders within their churches. 
It is safe to say that though participants acknowledged other ways to cope with stress, 
they also admitted that the service they received from other coping mechanisms could 
not adequately address some deep challenges they had. This may as attributed to the 
fact that workplace counselling in its nature is a specialised field and can only help 
address challenges in a way that is relevant to the employee (McLeod, 2001). Other 
coping mechanisms may not directly meet the needs of employees. This leaves a gap 
for EAP practitioners to take advantage of the uniqueness or wellness programmes at 
the workplace and raise awareness of their services. 
4.10 RECOMMENDATIONS 
Participants were asked to provide their opinions on what they thought would help 
encourage employees to make more use of the service and how to improve the service 
in general. The majority of participants raised some suggestions such as providing 
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incentives, raising awareness of workplace counselling service, the use of testimonials, 
more support from leadership, increasing visibility and cultural sensitivity. These 
subthemes will be further expounded below. 
4.10.1 Incentives 
Some participants suggested that incentives were a powerful tool in encouraging people 
to make more use of the service as indicated by the responses below. 
“I think also rewarding people because people love incentives. I think that’s why our 
organisation makes it for free. So you don’t have an excuse, you can’t say it’s too 
expensive to see a psychologist, it’s free. So having those incentives, to even put it up 
on the notice board and say free counselling session and you get a free mug. People 
will go for the mug and actually they won’t realize the quality and intricate value that 
conversation has with the counsellor”. 
“Give them money (laughs). The best way for people to attend counselling is give them 
money and maybe say people who attend counselling give them two percent increase 
of their salary or make it mandatory that if you want to be promoted to a next position 
the person must attend counselling in terms of competency in terms of mentality issues 
that also can help”. 
The position on incentives as it pertains to the use of workplace counselling services is 
not clearly explained in literature. However, it may be an important area to explore 
further and perhaps employers can find ways to implement this suggestion. Often 
wellness programmes are used as incentives or benefits directed at employees. 
However, due to various factors many employees do not take advantage of such 
initiatives. It would therefore be worth exploring small incentives to help encourage 
participate in workplace counselling. 
4.10.2 Raise more awareness 
The majority of participants felt that there was very little information available regarding 
workplace counselling. Many participants only had basic knowledge of workplace 
counselling from the induction period but felt they needed more knowledge as indicated 
in the responses below. 
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“I think it’s good that awareness is created around counselling service, around wellness 
as a whole. It’s important to go to the doctor to check your BP and your cholesterol 
levels and all of those things. It’s very important to ensure that you are okay mentally, 
you are okay emotionally, speak to someone about it. It’s very important that that 
awareness goes around even before that person goes through stuff themselves”. 
 “Actually, this is my suggestion, they do this on a monthly or quarterly basis when they 
invite a group of people that are freely going to talk through whatever is relevant at the 
time and I think people might see the benefit of actually say you know what I am going 
to utilize it especially with a group of people I wouldn’t feel like I am singled out so it’s 
actually a group of a whole lot of people that are singled out”. 
“I think, the thing is the more you know about something, the more you are drawn to it. If 
I know about something that’s on sale for example at spar then I could see it constantly 
on TV and for example if I need bread I know it’s cheaper I will go there so even in 
workplace counselling I feel like they need to advertise it more have posters of it more, 
talk about it more. Everyone goes even if its posters or people come to us and just tell 
us how confidential it is. They can have a video of someone testifying of how its helped 
them”. 
Literature recognises that there is a need for more awareness on workplace 
counselling. Cooper and Leiter (2017) explain that lack of awareness only deepens the 
stigma surrounding mental health in the workplace and drives people away from making 
use of the service. However, when knowledge is provided people will know services 
available to them and take advantage of the services readily available at their disposal. 
4.10.3 The use of testimonials 
Some employees felt that hearing from others who had made use of the service would 
convince them to make use of the service as shown by the response below. 
“More communication that they do have such services and testimonies hundred percent 
is very important. I think for me I would want to go because I have seen other people 
going. The fact that no one is going actually raises some questions for me if that is the 
case”. 
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Linde (2015) explains that word of mouth is a powerful tool to raise awareness of 
workplace counselling. Mayor (2007) explains that people who have made use of the 
service successfully can play a role in spreading awareness of the effectiveness of 
workplace counselling and trump negative perceptions around workplace counselling. 
Many employees may be more inclined to use workplace counselling if they hear other 
people that have been helped by the service.  
4.10.4 More support from leadership 
Several participants in the research felt that they did not have the support of 
management to make use of the service and therefore felt that to encourage employees 
to make use of the service there was a need for backing from leadership. The following 
are some responses given by participants as it pertains to support from leadership. 
“I think from wellness perspective you need to educate your line managers around 
employee wellness even if it means you need to ensure that the employees are okay 
holistically and that means allowing them to go for counselling sessions if they have 
been scheduled to go for counselling sessions. Also give them that space because it 
might be a sensitive issue because they don’t want to always be telling you that now I 
am going for counselling”. 
“It is more effective to build a culture top down. It carries more weight when a culture is 
created top don. So when the CEO of the company says in his speech when he 
addresses his employees even for 30 minutes speaks on the wellness of the employees 
and it’s important that employees seek out these services available to them and also be 
a bit vulnerable if he feels comfortable to share a bit of his story and say it’s okay to go 
so managers it’s important to let your employees go”. 
“Another thing I know for me like my previous manager is the one that used to 
emphasize in staff meetings, we would actually create an environment that before we 
actually talk about what we will do this month how about how last month worked so he 
would ask how are you, how is your family, besides outside and he would say you know 
what if you are uncomfortable to talk to me because sometimes as employees you don’t 
want to tell the manager your personal things. Remember, you have such a service so if 
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we can have leaders also make emphasis on this, employees will actually see the need 
and actually consider using it because once we have someone who we look up to 
actually using it, then it just might be what we need to make use of the service”. 
“What would encourage people to go is to make management understand it to 
encourage people, to motivate people to go and the people would then maybe share 
their experience but it’s something that’s shunned upon that people look down upon”.  
Theory shows that management plays key roles in encouraging employees to make use 
of the service. Management can provide employees with information pertaining to 
workplace counselling. They can also allow provide more leniency in terms of work 
hours for those using the service (Linde, 2015). They can also be role models for 
employees to emulate when they use the service as well. CCMA (2018) argues that 
leadership factors are key in determining whether or not people will seek out services 
for counselling. A leadership that is at the forefront encouraging the use of mental 
wellness initiatives such as counselling can be highly influential in the way employees 
make use of the service.  
4.10.5 Cultural sensitivity 
Some employees were of the opinion that there was need for more cultural sensitivity 
which would include more diverse representation of counsellors. Some participants felt 
that there was not enough diversity and as a result the counsellors available were not 
able to relate to their needs. This is evident in the response given below  
“I think as well there was a lady who was going through things and I asked her why 
aren’t you going for counselling and she’s like I don’t think they have a black person and 
these white people won’t understand which is true I don’t know if I’ve seen a black 
counsellor as part of that organisation”. 
Culture is a serious and compelling source influencing workplace counselling.  
Literature highlights the need for cultural sensitivity in counsellors to ensure that they 
understand the unique issues experienced by employees within the cultural context 
(Ruane, 2010). Central to the understanding of this study is the theoretical framework, 
the ecological systems theory that sees individuals within the various environmental 
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systems that are in constant interaction (Bronfenbrenner, 2009). People cannot escape 
from their culture. When employees feel that counsellors are not sensitive to these 
issues it may be difficult for them to make use of the service. It is therefore vital for 
counsellors to be trained in cultural sensitivity and that management allows for more 
diverse representation. The counselling process should also be informed by the 
counsellor’s identity and that individual’s culture (Ruane, 2010). 
4.10.6 Visibility 
Several participants felt that information pertaining to workplace counselling services 
was just not visible. Another participant made an observation that other wellness 
components such as nurses were more visible than workplace counsellors. This would 
often cause employees to forget that such a service was available. The following 
responses reflect these viewpoints. 
 “I think workplace counsellors can make themselves available also. Like do road 
shows, visit the floor, or maybe one counsellor designated for a certain block just so 
people know who’s in the wellness centre unless you are feeling… not even just the 
counsellors but even management they can just make them a bit more visible. Everyone 
knows where the first aid lady is because they are made known, you all know the 
nurse”. 
“I think we need visibility. There is no visibility except induction. After that there is no 
visibility. Other people what they do in their organisation is that HR , one of the service 
they offer in their wellness programme is they send news letters to employees so talking 
about different stresses in life and they want to address something this month during 
month of May during the counselling sessions that we have had we have seen more 
financial issues so let’s address financial stress this month so those monthly newsletters 
are very important and actually remind you that there is a service that you can utilise. I 
think more visibility”. 
“I think in the bathroom we need to see those posters just so if you are having a really 
bad day I can be reminded that there is something available for me so I think to see it 
more and more and more in the office I think that will be great, where we eat, in the 
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bathroom, in our workplace where we commune I think that’s what would really help us 
draw more to it”. 
“Maybe if they put it in our faces. To be more visible and maybe make it clear what they 
are there for and their different functions then I think people will use it”. 
Literature supports this suggestion in stating that there was a need to increase the 
visibility of these services (SADAG, 2018). Visibility through posters and other 
documentation not only raises awareness but communicates a message to employees 
that mental health is a priority and it is important to the organisation for their employees 
to be well mentally. Being able to remain in touch with counsellors even if it is just for 
information giving lessens the mystification of these services and constant visibility of 
information pertaining to workplace counselling acts as a constant reminder to 
employees that such services are available to them. Employees can therefore make 
more use of this service once visibility increases. 
4.11 CONCLUSION 
There are several factors that were highlighted by participants that influence their 
participation in workplace counselling. Both those who participated in workplace 
counselling services and those who had not participated submitted various views and 
perceptions on participation in workplace counselling. Perceptions regarding workplace 
counselling, access to information concerning workplace counselling, influence of 
workplace counselling on work related issues, influence of workplace counselling on 
personal well-being, organisational factors influencing workplace counselling, role of 
workplace counsellors, culture and recommendations were all cited as issues that had a 
bearing on how they participated in the counselling programme at the workplace. These 
factors are in alignment with the objectives of the study which were to ascertain the 
perceptions of employees with regards counselling as a service in the workplace, 
explore the perceived factors that encourage employees to participate in workplace 
counselling, explore the perceived factors that prevent employees from participating in 
workplace counselling and provide recommendations to management and EAP 
practitioners on the provision of counselling services at the organisation. 
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In the next chapter the study provides a summary of the findings, conclusions and 
recommendations of this study derived from the data presented in Chapter 4. The 
chapter provides some areas for further study in the penultimate recommendations. 
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CHAPTER 5  
SUMMARY OF FINDINGS, CONCLUSIONS AND RECOMMENDATIONS 
5.1 INTRODUCTION 
In this final chapter the study highlights a summary of the themes from the findings, 
followed by conclusions as well as recommendations made for better service provision. 
Lastly, the research identifies possible areas for further study. 
The study explored the views of employees about counselling services at one 
organisation so as to help improve such services in the workplace. The qualitative study 
revealed that though workplace counselling was a service made available to 
employees, employees hardly use the service. The study ascertained some factors that 
influence employees’ use of workplace counselling. Four main objectives guided this 
study. These were to 
1. Ascertain the perceptions of employees with regards counselling as a service in 
the workplace 
2. Explore the perceived factors that encourage employees to participate in 
workplace counselling. 
3. Explore the perceived factors that prevent employees from participating in 
workplace counselling. 
4. Provide recommendations to management and EAP practitioners on the provision 
of counselling services at the organisation. 
5.2 SUMMARY OF FINDINGS 
In line with the objectives above, the following findings were made: 
The perceptions of employees on workplace counselling had an influence on how 
employees made use of the service. The majority of employees agreed that workplace 
counselling was an important aspect to the organisation. The service was perceived 
positively even by participants that had not used the service. Although viewed as a 
vital service for employees, there was stigma attached to those making use of it. 
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Employees felt that workplace counselling was seen as a weakness by their 
colleagues and management making it difficult for them to make use of the service. A 
very strong perception amongst those who had not made use of the service was that 
workplace counselling was not confidential and as a result would jeopardise chances 
of promotions. Participants who had not used the service also pointed out that they 
perceived workplace counselling as a service that was used with the employer in mind 
and not the employee. The participants therefore felt that the service only benefited 
the interests of the employer with regards improving productivity and company 
reputation but not necessarily for the benefit of the employee. The negative 
perceptions that participants had were therefore not necessarily directed to what 
workplace counselling stood for but how it was conducted in terms of confidentiality 
and how it was perceived by others. 
Another predominant theme from the findings was the access to information as it 
pertained to workplace counselling. The majority of participants acknowledged that 
they had access to information on workplace counselling at the beginning of their 
employment, particularly during induction. Other participants had received information 
on workplace counselling through referrals by fellow colleagues, management and 
Human Resources Department. Unfortunately, although many participants received 
information on workplace counselling at induction there was not much current 
information about workplace counselling resulting in employees forgetting about such 
a service the longer they worked for the organisation.  
Participants felt that workplace counselling contributed immensely to service delivery, 
relationships with colleagues and the overall reputation of the organisation. 
Participants who had used the service highlighted that they had experienced tangible 
changes with regards their service delivery, their handling of clients and even how 
they related to their fellow workers. Participants who had not used the service 
indicated that they perceived workplace counselling as bringing positive change in 
their service delivery as it could help them remove psycho social distractions that 
jeopardise their work performance. Participants who had made use of the service also 
indicated that having workplace counselling at the organisation changed their views on 
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the organisation and improved the organisation’s reputation. It was therefore evident 
that employees felt drawn to the service because of its potential to positively influence 
work performance. 
Furthermore, participants viewed counselling as having an influence on personal well-
being. Pertinent issues raised by participants who had used the workplace counselling 
service were that the practice helped them address psycho social issues by allowing 
the counsellor to provide a different perspective and a space to offload their emotions. 
They also felt that workplace counselling had helped them address traumatic life 
events such as diagnosis of cancer and death. The majority of participants who had 
not made use of the service felt very strongly that though they had not participated in 
the service, the service could be beneficial to their psycho social well-being. A few 
participants also found workplace counselling valuable not only to psycho social well-
being but also to the physical wellbeing by addressing stress which is often 
responsible for other chronic diseases such as heart disease. The participants 
therefore felt that this was a motivating factor in using the service.   
Participants in the study also stated that organisational factors such as the forms of 
counselling offered, the role of managers, availability of resources and convenience of 
services within the organisation played a role in their use of the service. Participants 
who had not used the service were nervous and anxious about more intrusive forms of 
counselling such as face to face counselling. Instead they preferred telephonic 
counselling. Both those who had participated in the workplace counselling service and 
those who had not felt that managers needed to play a more active role in 
encouraging people to make use of the service. Participants who had not made use of 
the service felt that there were not enough resources available, particularly 
counsellors and they had to wait long periods to get appointments. Such shortfalls in 
the service acted as a barrier in using the service. However, the participants who had 
made use of the service felt that resources such as the wellness centre was an 
attraction for using the service and indicated that having resources available in the 
organisation proved that management took workplace counselling and wellness 
seriously. Both participants who had made use of the service and those who had not 
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felt that workplace counselling was made convenient by the organisation with regards 
its proximity and the fact that it was free. However, some participants who had made 
use of the service felt that it was very difficult for them to be awarded time to make use 
of the service due to their workloads and the need to meet targets. Organisational 
factors were therefore an important aspect in determining the use of workplace 
counselling by employees.    
Participants also pointed out that the workplace counsellors themselves played a role 
in how employees made use of the service. Participants who had not used the service 
explained that they had heard from some who had used the service that the 
counsellors did not really seem empathic to their challenges and were just there to 
fulfil a business obligation. They also noted that demographic characteristics of 
counsellors such as their sex and age could point to how they would operate in the 
counselling room, with one participant citing that male counsellors were perceived as 
lacking empathy and patience because they are males. Participants who had made 
use of the service explained that although they had received a good service, there 
was a need for knowledgeable counsellors in the specific work that the organisation 
focuses on. One participant gave an example of workplace counsellors working in 
sales and that the counsellor would be more effective in their counselling if they had 
some basic knowledge of sales. Participants therefore felt that the competence of 
counsellors, their attitude and demographic characteristics all played a role in how 
employees made use of the service.  
Culture and beliefs emerged as a major theme in the findings. Participants who had 
not made use of the service felt that their culture and Christian beliefs gave them other 
coping mechanisms to deal with workplace challenges which lead them to not making 
using of the service. Some Christian participants indicated that they preferred 
speaking to their pastors, meditate and pray when faced with challenges than turning 
to workplace counselling. Participants further explained that they tended to turn to 
their families for assistance and preferred family interventions as opposed to speaking 
to strangers about their problems. Participants, particularly those who had not made 
use of the service, also felt that their culture influenced their help-seeking behaviour 
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as they pointed out that workplace counselling was a western concept that only certain 
people indulged in. African participants felt underrepresented as they indicated most 
workplace counsellors they were exposed to were not African. African participants 
therefore felt it was difficult to approach counsellors who are not African with their 
problems particularly when the problems related to their culture. In contrast to this, 
participants who had received workplace counselling felt encouraged to make even 
more use of workplace counselling when counsellors embraced their cultural and 
religious beliefs.  
Finally, the findings revealed some recommendations made by participants to improve 
the provision of workplace counselling services at the organisation and encourage 
more employees to make use of the service. The recommendations given by 
participants were to have incentives in place that encourage employees to try the 
service, raise more awareness of workplace counselling services in the organisation, 
the use of testimonials from those who had successfully made use of the service, 
more support from leadership, cultural sensitivity from counsellors and increasing 
visibility of information of workplace counselling through posters at the organisation 
and other creative media. 
5.3 CONCLUSIONS 
The following conclusions are derived from the findings and these are further 
explained through critical reflection and literature.  
5.3.1 Role of perceptions 
Perceptions play a central role in the use of wellness services such as workplace 
counselling. There seems to be a strong association of workplace counselling with 
vulnerability and vulnerability especially in the business sector. Employees often feel 
that attending workplace counselling may denote that they are unable to handle stress 
and pressure (Chambers, 2010). Similarly, perceptions about workplace counselling 
not being confidential is another serious concern as employees fear their sensitive 
information could be revealed to management and threaten their chances of 
promotion (Lloyd, 2010). This is in line with the human relations theory which suggests 
that workers feel valued when their social and emotional needs are prioritised 
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(Gordon, 2007). This also compromises their integrity and privacy. When their privacy 
is not respected this could have effects on their perception of the work they do. As a 
result of this negative perception many employees hesitate taking advantage of the 
service in spite of its proximity and affordability. There is therefore a negative 
perception of workplace counselling amongst employees which stems from the stigma 
surrounding workplace counselling.  
5.3.2 Information on workplace counselling  
Information pertaining to workplace counselling still remains a challenge. Companies 
have focused their attention on providing information on workplace counselling at 
induction. However, this does not materialise into a consistent information flow of 
information. As a result, employees tend to forget what they initially learnt on 
workplace counselling. As the literature suggests, employees lack information on 
several aspects of workplace counselling which often leads to assumptions and the 
perpetuation of negative perceptions about this facility (Cheng, 2012). When there is 
inadequate information on wellness programmes such as workplace counselling, 
employees tend to pass on information that may be inaccurate. This then has a 
cascading effect on how workplace counselling is viewed and used by employees. 
Similarly, as emphasised in human relations theory, employers need to cultivate a 
positive working environment for workers (Bauer, 2012). A part of this is a culture of 
openness and information dissemination about wellness. It is therefore vital to ensure 
that employees have relevant information on accessing services that could help them 
attain wellness.  
5.3.3 Effects of workplace counselling on work performance 
It could be concluded that there are tangible positive changes related to workplace 
performance when employees make use of workplace counselling. This confirms the 
studies cited by McLeod (2010) on the positive effects of workplace counselling on 
employee performance. Workplace counselling provides tools that help employees not 
only have self-awareness but to interact with their clients (Geldard & Geldard, 2010). 
They are able to speak on issues in both their personal and professional lives that 
could impede performance. Furthermore, employees view organisations that invest in 
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their overall wellbeing at work more positively. Therefore, workplace counselling does 
not just have an impact on the work employees perform at the workplace, but this has 
an effect on how employees view the organisation as a whole. This is further 
confirmed by Carroll (1996) who explains that wellness initiatives in the workplace 
communicate to the employee that they are more than just employees but valued as 
real resources in the organisation. The human relations theory postulates that 
employees are psycho social beings whose emotional and social wellbeing should be 
prioritised in the working environment (Bauer, 2012). It is this value of the employee 
and the tangible performance improvements that drives employees into making use of 
the service. 
5.3.4 Holistic approach to workplace wellness 
In conclusion, there is an apparent shift in the perception of wellness in the workplace 
from being one dimensional to being holistic. Workplace counselling influences the 
wellness of employees not just on a psychological level but has the capacity to help 
prevent chronic diseases such as heart disease resulting from stress (Linde, 2015). 
When employees share their challenges in a safe space and receive a different 
perspective on the issues that they deem as challenges, they are able to combat 
stress which often leads to chronic diseases (Linde, 2015). Workplace counselling in 
its entirety should not be seen simply as a mechanism that assists emotional well-
being but positively influences physical health and reduces occupational hazards and 
absenteeism. This shift in perception on workplace wellness may cause employees to 
use workplace counselling and bring about holistic well-being. The human relations 
theory rests on the notion that workers are more than just entities that produce profits 
for businesses but that workers are multi-dimensional (Bauer, 2012). They have 
social, physical and emotional aspects that should be catered to in order to increase 
productivity. It is therefore vital to see the wellness of workers holistically. The 
ecological approach is also relevant in that employees should be seen holistically in 
the sense that all the subsystems have to consider the counselling process. All the 
different subsystems have an effect on the functioning and productivity of an 
employee (Bronfenbrenner, 2009).   
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5.3.5 Social constructs 
The perceptions of employees about workplace counsellors are definitively social 
constructs. In line with the ecological systems theory, people’s beliefs are highly 
influenced by the systems that operate around them (Bronfennbenner, 2009). 
People’s views on service providers such as counsellors are often products of social 
constructs made by the society around them. Social constructs produce stereotypes 
such as men are insensitive and young counsellors are incompetent. In reality, these 
stereotypes often prove false yet they still have an effect on how employees view their 
service providers. As a result, employees hesitate in using the service. 
5.3.6 Culture and religious beliefs 
In addition to this, culture and religious beliefs play an important part in people’s 
decision making. Culture and religious beliefs permeate ways of life. In line with the 
ecological systems theory, culture is a part of the macrosystem discussed in the 
literature review, and this creates a belief system that then influences how people live 
and choose to deal with work-related challenges (Oramah, 2013). In the case of 
workplace counselling, culture and religious beliefs influence the coping mechanisms 
of the employees. African cultures in particular support family oriented coping 
mechanisms as opposed to sharing information with individuals outside of the family 
unit and many Christian churches have their own counselling programmes within the 
church (Ruane, 2010). Many African employees therefore choose to use more 
culturally appropriate coping mechanisms than something that may not resonate with 
their beliefs. Chivere (2016) explains that employees tend to embrace employee 
counselling when counsellors are more sensitive to what they believe in and exhibit 
sufficient and nuanced knowledge about employee’s culture. There is therefore a need 
for cultural sensitivity and a need to nurture the perception that workplace counselling 
is only for specific cultures and not for a diverse group of people. 
5.3.7 Organisational factors  
It could be concluded that organisational factors shape how employees make use of 
workplace counselling service. When the organisation lacks the necessary resources 
for workplace counselling services such as the number of counsellors available, this 
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has a tremendous effect on how employees use the service. Should employees have 
to wait several weeks before they can receive help, then they are bound to perceive 
the service negatively. Furthermore, how the organisation conducts workplace 
counselling at the organisation whether face to face or telephonic counselling is also 
important with many organisations only offering one form of counselling. Employees 
prefer less intrusive forms of counselling which require less time and guarantee the 
most privacy and confidentiality (Chan, 2011). As a result, if there are limited choices 
on how employees can receive counselling, such contextual factors affect how 
employees make use of the service. Finally, management has a direct effect on how 
employees use the service. Their attitude about workplace counselling sets the tone 
on how employees perceive the service (Nteng‘a et al., 2014). According to Bauer 
(2012), human relations theory also recognises that management plays a key role in 
employee well-being by providing platforms through which employees could 
communicate their concerns. Furthermore, managers can help identify mental health 
challenges in employees (Cheng, 2012). A negative attitude and a lack of training for 
managers to identify issues in employees cumulatively affect how people use the 
service as they nurture the wellness culture in the organisation. 
5.4 LIMITATIONS 
Limitations are aspects in the study that place restrictions on the study’s methodology 
and conclusions and therefore the results (Henning, 2004). Limitations that have been 
identified include the recruitment of participants by wellness manager, the exclusion of 
type of work or job title as part of demographic information to be explored and lack of 
clarity on some interview questions on interview schedule.  
I. Recruitment of participants by wellness manager 
The wellness manager assisted in selecting potential participants which could present 
some bias. The recruitment of participants by the gate keeper who is the wellness 
manager leads to questions surrounding how the wellness manager determined who 
would be suitable for participating and if the well wellness manager would select 
participants who did not perceive the counselling to be beneficial to them. Furthermore, 
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it could have potentially pressurised some participants into participating. Therefore, this 
may potentially influence the subsequent findings and solutions. In order to mitigate 
some of these challenges the researcher requested the gate keeper select 10 potential 
participants from each category and therefore allowing the researcher to recruit from 
these. The participants were also given consent forms to ensure that it was clear that 
they were in no pressure at all to participate in the study despite being selected by the 
wellness manager. It is also important to note that from an ethical perspective the 
wellness manager acted as a contact person to approach the potential participants 
given the sensitivity around the subject matter. Furthermore, it was important to the 
researcher to respect the conditions and the regulations of the organisation as they 
preferred the gate keeper to approach possible participants.  
 
II. The exclusion of type of work or job title  
Excluding the type of work and job title of employees restricts the study by eliminating a 
very vital component in how employees experience workplace counselling. Although not 
detrimental to the study, adding the aspect of job title or type of work would be a helpful 
addition to the study to explore how these two factors could influence how people 
experienced and perceive workplace counselling. Taking into account the type of work 
by employees could help compare how for example employees in management 
experience workplace counselling with those who were not necessarily in management. 
One could also explore how employees in different roles such as human resources and 
marketing experience workplace counselling. This could be a good way in expanding 
the study and introducing some interesting findings as it pertains to understanding and 
exploring the experiences and perceptions of employees with regards to workplace 
counselling. 
III. Interview schedule used to collect the data 
To a certain degree the interview schedule could have been improved by adding or 
improving certain questions in the interview schedule. Ultimately, the interview schedule 
influences the kind of data collected which in turn influences the findings (Henning, 
2004). Question 4 for example which is formulated, What challenges or drawbacks have 
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led you not to participate in these services? This question places an assumption that all 
employees should attend counselling therefore potentially introducing bias to the 
participant. De Vos et al. (2006)  explains that a limitation to a study can involve using a 
certain question for an interview question or survey that in retrospect could have been 
expressed differently. It would therefore be important in future to ensure that questions 
do not reinforce the wrong assumptions. 
 
5.5 RECOMMENDATIONS 
In line with the fourth objective of this study and the conclusions above, the study 
offers some recommendations that could help improve the provision of workplace 
counselling and encourage employees to make more use of the service.  The 
following recommendations are a consolidation from the findings in this study with 
regards: 
• Raising awareness of workplace counselling in organisations 
• Training of managers 
• Cultural sensitivity amongst counsellors 
• Needs assessment to identify what employees need 
5.5.1 Raising awareness of workplace counselling in organisations 
 There is a serious need for employees to understand what workplace counselling 
entails, how it is conducted and the policy surrounding the service relative particularly 
to confidentiality. Though many employees are introduced to workplace counselling at 
the commencement of their employment there is lack of ongoing information. 
Organisations therefore need to have programmes within the organisations that 
facilitate information flows about workplace counselling. This could be in the form of 
emails to employees on a regular basis as well as remaining visibility through posters. 
Individuals who have used and reaped benefits from the service could act as 
ambassadors in raising awareness as many employees are sceptical about the 
service. Workplace counsellors could also hold on-going workshops which can also 
give employees an opportunity to ask questions.  
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When there is lack of information on workplace counselling, incorrect or inaccurate 
information is disseminated amongst employees and therefore perpetuating the 
stigma surrounding the service (Linde, 2015). There is also a need for awareness on 
symptoms of mental challenges as employees are often unaware of when there is an 
actual need of seeking help. SADAG (2018) explains that employees often struggle 
with depression and trauma which is often misunderstood as stress. As a result, 
employees do not take immediate action, resulting in the service not being used. If 
awareness is raised, employees are likely to have information on confidentiality 
policies and become less sceptical about the services provided but as long as there is 
no information circulated or the information is unclear, then employees are not 
equipped with the necessary information they need to seek help. 
5.5.2 Training of managers 
Managers need to be trained on workplace counselling and identify employees who 
may need to be referred to the service. Managers contribute largely to setting a tone 
of workplace counselling as mentioned above. Managers help create a culture of 
wellness in the organisation and encourage employees to make use of the service 
when needed. They can also identify when their subordinates need counselling and 
refer them there. Unfortunately, this is not always possible as managers themselves 
are not equipped with the information needed to lead employees in the wellness 
movement. It is therefore suggested that management undergo training about the 
benefits of counselling and how to identify an employee on the verge of suicide or an 
emotional breakdown or any other mental challenge. McLeod (2010) explains that 
managers can potentially identify needs in their employees because of their role in 
assessing work performance and monitoring absenteeism. They can therefore refer 
employees for workplace counselling service. Unfortunately, managers are not well 
equipped with knowledge and understanding of mental health issues and therefore 
unable to identify employees in need of the service (SADAG, 2018). A lack of trained 
management may also produce a disinterested attitude in management, feeling that 
the service is not important. It is therefore seminal that workshops on wellness 
programmes are held for management, particularly workplace counselling so that 
management could subsequently encourage employees to use the service. 
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5.5.3 Encouragement of cultural sensitivity  
There is a need to train counsellors in cultural sensitivity and a need for diverse 
representation linked to workplace counsellors. Many employees do not make use of 
workplace counselling because they erroneously connect the service to European 
culture. Many employees feel that it is a foreign concept that does not embrace 
contextual religious beliefs and values (Ruane, 2010). Workplace counsellors 
therefore need to be trained in understanding the diversity and importance of cultural 
sensitivity. Although there is a rise in cultural diversity, religion and psychodynamics, 
counsellors still need to understand the concerns employees raise with regards 
specific cultures and religions and how these shape work performance. Counselling 
should be undertaken with direct understanding of employees’ culture and religious 
beliefs. Joyce (2009) further explains that counselees are more likely to comply with 
therapeutic goals when their beliefs are factored into the therapy. Workplace 
counsellors can therefore use cultural and religiously motivated coping mechanisms 
from employees in combination with therapy to ensure that clients are assisted in the 
best way possible.  
There is a need for racial diversity and representation amongst workplace counsellors. 
In this study, employees indicated that they feel underrepresented as many workplace 
counsellors are white. This often gives employees the perception that counsellors who 
are not their race do not sufficiently understand their problems. Employees feel that 
counsellors who are not their race may not understand challenges such as black tax 
which is a reality for many black people. Black tax refers to the responsibility placed 
on black employees to take care of their parents and extended family (Juma, 2011).  
This often has the effect of hindering employees with this responsibility from building 
and investing in their own future as they need to concentrate on taking care of their 
families first. Black tax is often characterised as a black problem because of the 
previous disadvantages black people experienced under the apartheid era which 
deprived them an opportunity of building generational wealth. Often in an attempt to 
uphold this responsibility employees experience guilt and often an immense amount of 
pressure to fulfil these obligations (Juma, 2011). It is therefore important to promote 
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equal representation when managers request these services from workplace 
counselling service providers.    
5.5.4 Needs assessment for employees 
The needs of employees should be explored relative to workplace counselling. Every 
organisation is unique in its focus and therefore the specific needs that employees 
may have are equally unique. It is therefore vital that management promotes needs 
assessments of employees where employees could suggest how they prefer their 
workplace counselling programme designed and the types of counselling that directly 
appeal to them. This could subsequently broaden the types of counselling to group 
counselling or even online counselling if employees feel these would be better options 
for them. Employees are the main users of this service and therefore need a voice on 
how the service is conducted (Gordon, 2007).  A needs assessment session would 
help to determine the actual problems employees have and the best ways to solve 
them. If most employees are dealing with financial management challenges 
workshops could be held to deal with these issues as opposed to one on one 
counselling which could be intimidating to some employees. A needs assessment 
detects issues employees may have with regards workplace counselling services and 
therefore provides management an opportunity to know where to amend and 
restructure how the service is implemented. 
5.6 AREAS FOR FURTHER STUDY  
The study aimed to ascertain the perceptions employees had on workplace 
counselling. The objectives of the study centred on what factors encouraged or 
discouraged employees from making use of the service. As shown by the literature, a 
low rate of programme intake indicates that more research into factors that encourage 
engagement of programmes is needed. After data collection and analysis it was 
evident that there is a significant need to explore some aspects of workplace 
counselling with more scrutiny. 
More research on culture and the role it plays on workplace counselling is essential. 
Although it was clear in this study that culture affects the way employees make use of 
the service there needs to be further study of what aspects of culture have a direct 
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influence on how employees make use of the service. This would help service 
providers find ways in which counselling could incorporate cultural and religious 
practices of healing and interventions. It would therefore be seminal to do further 
research on the elements of culture and religious beliefs that could best support the 
counselling employees receive at work. 
From the research findings it was evident that several characteristics within the 
organisation and outside of the organisation play a part in how employees make 
decisions to use the service. Further study to understand better how aspects such as 
employee demographic characteristics (for example age and gender as well as 
biographic information such as level of education) drive choices about workplace 
counselling services.  
An interesting aspect brought up in the study but not fully explored is the use of 
incentives to encourage employees to make use of workplace counselling. It is evident 
in literature that financial incentives are used to encourage participation in screening 
activities but not much has been made into incentives and their effect on wellness 
interventions such as workplace counselling. It would be interesting to understand how 
incentives rather than penalties could change employee attitudes towards the service. 
This could help service providers optimize the use of incentives.   
5.7 FINAL CONCLUSION  
This chapter highlighted the summary of findings based on empirical data collected. 
Conclusions were made about the findings using pertinent literature. Furthermore, 
recommendations were made in order to effectively implement change in workplace 
counselling and encourage employees to make more use of the service. Finally, 
suggestions were made on the research that merit further study.  
Employees play a pivotal role in organisations. Not only are they employees but they 
are family members and members of a broader and wider community. Placing a focus 
on ways that employees could be encouraged to engage in workplace counselling 
helps build programmes that ensure employees continuously find the assistance they 
need to overcome both professional and personal problems. This in turn helps build 
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more productive organisations, stronger families and better communities. In addition to 
this, the workplace is a dynamic system that has changed dramatically over time. 
Counselling in the workplace also needs to change from being one dimensional to 
seeing employees more holistically. The ecological systems approach could be used 
as a framework to determine the needs of employees within the context of all their 
subsystems to establish an integrated, holistic approach to counselling. 
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APPENDIX C: Informed Consent Form 
 
Consent letter 
My name is _________________________ and I agree to participate in the research project conducted 
by Patience Bernadette Chari. The following points have been explained to me: 
 
1. My participation is voluntary and I can withdraw my consent at any time without any penalties.  
2. I understand that I will not receive any monetary compensation or financial gain for participating in 
this research project. However, I am well aware that the potential benefits of the study include 
being a part of a research study that will add value to the organization, help improve 
psychological services offered to employees within the organization and gain a new perspective 
of my well-being as an employee and the services available to me.  
3. The minimal risks of the research may include the possibility that the research may trigger 
emotions from recalling past events. However, a list of local resources has been provided if 
further counselling is needed.  
4. The focus of this research is to explore perceptions that employees hold regarding counselling 
services in the workplace 
5.  I will skip any question for any reason without having to explain why if it makes me feel 
distressed or uncomfortable during the interview. 
6. Should I experience any discomfort or distress; the researcher has provided details of counselling 
services available at ICAS or social workers in private practice around Johannesburg. ICAS 
employee helpline contacts are 011 380 6800. Private social workers that can be of assistance 
include Marié Jansen van Rensburg whose contact details are 083 778 3160 and Ms Sindisiwe 
Mlotshwa whose contacts are sindi.c.mlotshwa@gmail.com.    
7. Participation in the research project is entirely confidential and the information will not be released 
in any individually identifiable manner.  
8. All identifying information will be removed from the interview transcripts and will not be included in 
the write up or in any article submitted for publication. 
9. Participation is limited to one, semi-structured interview lasting for approximately 45 minutes 
10.  The student will answer any questions I wish to ask about this research and all responses will be 
recorded. 
11. The research results will be made available to me if I so wish  
12. I choose to have the following pseudo name: _____________________________   
 
_______________________________   _________________________ 
Signature:  Participant     Date 
 
 
Patience Bernadette Chari:           Cell: 062 360 3562 
                                            Email: patiencechari@yahoo.com 
 
 
Research Supervisor:          Ms B Mashigo  
                         Email:          bmashigo@uj.ac.za                       
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APPENDIX D: Letter to the gatekeepers 
 
Dear Sir/Madam 
 
I am a social worker employed at Wandisa Adoption Agency. I am currently enrolled for Master’s degree 
in Clinical Social Work at the University of Johannesburg. I am required to complete a research project as 
part of the requirements to obtain the qualification. The title of my research project is: Exploring the 
Perceptions of Employees with regards to the Provision of Counselling Services at the Workplace. 
 
At present I am making preliminary enquiries to establish if such a study would be feasible. My request to 
your organization is to identify potential research participants who meet the following criteria: 
• Employees who have been employed at your organisation for at least 3 years 
• 5 employees who have participated in workplace counselling services within the past two years 
• 5 employees who have never participated in workplace counselling services. 
 
The study is aimed at exploring the views of employees about counselling services at your organisation to 
help improve counselling services in the workplace. I have recognised that counselling plays an important 
role in addressing both personal and work-related challenges experienced by employees. This then has 
effects on the wellbeing of employees and the organisation as a whole. I would like to therefore explore 
perceived factors that influence employees’ participation in making use of these services. 
Confidentiality agreements will be made with participants and the research will conform to the ethical 
guidelines and requirements of the University of Johannesburg. I would appreciate if you could indicate if 
your institution has such categories of people and if you would allow me to access them for the purpose 
of this study. Additionally, I would appreciate if you could comment on whether this study can be of 
benefit to your organization. 
 
My research supervisor is Ms B. Mashigo from the Department of Social Work at UJ and she can be 
contacted at bmashigo@uj.ac.za  
 
Your assistance is highly appreciated. 
 
Yours sincerely 
 
 
________________________ 
Patience Bernadett. Chari  
Masters in Clinical Social Work Student 
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APPENDIX E: Information letter to participants 
 
Dear Sir/Madam 
 
I am a social worker employed at Wandisa Adoption Agency. I am currently enrolled for Master’s degree 
in Clinical Social Work at the University of Johannesburg. I am required to complete a research project as 
part of the requirements to obtain the qualification. The title of my research project is: Exploring the 
Perceptions of Employees with regards to the Provision of Counselling Services at the Workplace. 
 
The study is aimed at exploring the views of employees about counselling services at your organisation to 
help improve counselling services in the workplace. I have recognised that counselling plays an important 
role in addressing both personal and work-related challenges experienced by employees.  This then has 
effects on the wellbeing of employees and the organisation as a whole. I would like to therefore explore 
perceived factors that influence employees’ participation in making use of these services 
 
I can only be able to effect this study if I manage to get participants who are willing to share their 
experiences. To achieve this, I would need to conduct one semi-structured interview of approximately 45 
minutes with you. The day, time and location of the interview can be arranged to suit you. The interview 
would be recorded, but confidentiality and anonymity would be ensured at all times. The data gathered 
during interviews would be safely stored either in a locked cabinet or password protected on the 
computer. This data will be destroyed when it is no longer required for the research. There will be no 
financial gain from participating in the research. However, potential benefits of the study include your 
input being a part of a research study that will add value to the organization, help improve psychological 
services offered to employees within the organization and gain a new perspective of well-being as an 
employee as well as the services available to you.  
 
The minimal risks of the research may include the possibility that the research may trigger emotions from 
recalling past events. However, a list of local resources has been provided if further counselling is needed 
 
Your participation is completely voluntary and you are able to withdraw from participating in the study at 
any point.  
 
My research supervisor is Ms B Mashigo and she can be contacted at bmashigo@uj.ac.za and my 
contact details are: 062 360 3562. 
 
Thank you for your indulgence.  I hope to hear from you. 
 
Yours sincerely 
___________________ 
Patience Bernadett Chari 
Masters in Clinical Social Work Student 
 
 
 
 
142 
 
APPENDIX F: Interview schedule 
 
Introduction 
The title of the research project is: Exploring the Perceptions of Employees with regards to the Provision 
of Counselling Services at the Workplace. The study is aimed at exploring the views of employees about 
counselling services at your organisation to help improve counselling services in the workplace. 
 
The interview will be recorded, but confidentiality and anonymity will be ensured at all times. The data 
gathered during interviews will be safely stored either in a locked cabinet or password protected on the 
computer. This data will be destroyed when it is no longer required for the research. Your participation is 
completely voluntary and you are able to withdraw from participating in the study at any point. Other 
details of the study have been enclosed in the consent form and information letter attached.  
 
Demographic Information 
 
1. Gender  
 
Male □        Female □ 
 
2. Age  
 
18-25 □ 25-35 □ 35-45 □ 45-55 □ 55 and above □ 
 
3. Work experience in years served at the organization 
 
 3-6 years □ 7- 10 years □ More than 10 years □ 
 
4. Marital Status: 
 
Single □   Married □ Divorce □ Widowed □ Re-Married □ Separated □ cohabiting □ 
 
Relevant Questions for participants who have participated in workplace counselling 
 
1. Can you provide any information on what you know or understand about the counselling service at your 
organisation?  
 
2.  How did you get to know about the workplace counselling programme at your organisation? 
 
3. What are your general perceptions of workplace counselling?  
 
4. In your view what are the benefits of workplace counselling?  
 
5. What changes have you experienced as a result of participating in the counselling services? 
 
6.  Did participation in counselling at the workplace assist you in improving your delivery of service? 
Kindly elaborate. 
 
7.  What do you think can encourage employees to make use of the workplace counselling service?  
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8. What are some factors that would possibly limit your use of workplace counselling? 
 
9. Do you feel workplace counselling can help address personal challenges that may affect work 
performance? Kindly elaborate. 
 
10. Do you feel workplace counselling can help address work related challenges in the workplace?  
Kindly elaborate. 
 
11. In your view, what suggestions can be made to improve workplace counselling as a pillar of employee 
wellness at this organisation? 
 
Relevant Questions for participants who have NOT participated in workplace counselling 
 
1. Can you provide any information on what you know or understand about the counselling service at your 
organisation?  
 
2.  How did you get to know about the workplace counselling programme at your organisation? 
 
3. What are your general perceptions of workplace counselling? 
 
4.  What challenges or drawbacks have led you not to participate in these services? 
  
5. In your view what are the possible benefits of workplace counselling? 
 
6. What do you think can encourage people to make use of the workplace counselling service?  
 
7. Do you feel workplace counselling can help address personal challenges that may affect work 
performance? Kindly elaborate. 
 
8. Do you feel workplace counselling can help address work related challenges in the workplace?  Kindly 
elaborate. 
 
9.  If the workplace counselling service is not utilized, what other ways do employees cope with personal 
and work-related challenges?  
 
10. In your view, what suggestions can be made to improve workplace counselling as a pillar of employee 
wellness at this organisation?  
 
 
 
 
 
